RGC Annual Report 2020-21:

Retaining Humanity in
a Year of Social Distance

Who we are

The Responsible Gambling Council (RGC) is an independent non-profit
organization dedicated to problem gambling prevention.
For over 35 years, RGC has worked across the globe to reduce gambling
risk by creating and delivering innovative awareness and information
programs. We promote the adoption of improved play safeguards
through best practices research, standards development and
the RG Check accreditation program.

“At RGC, we exist to

advance the scope and applicability

of responsible gambling. Our knowledgeable

and skilled staff turn this concept into actionable

ways for all industry stakeholders to put consumer
protections at the forefront. Our prevention and

awareness programs, best practice research and
training, and globally recognized accreditation
program cohesively ensure that gambling
harms are minimized for players,
families and communities.”
SHELLEY WHITE,
CHIEF EXECUTIVE OFFICER, RGC

What we believe:

We exist to ensure that gambling safeguards are in place, to promote the wellbeing
of people and communities.
We believe that gambling should never come at a human cost. We seek to influence
positive change and advance responsible gambling and lead standards, because we
believe that:

• People have a right to feel safe, to live happily, and to have access
to support when they need it.

• Partnerships with the gambling industry can minimize the risks to

their customers, their reputations and their business performance.

• Creating safe, sustainable gambling behaviours benefit
both players and the industry.

DEI Promise

We’re for diversity, equity and inclusion; we understand and value the uniqueness
in people; we are committed to equity and embrace inclusiveness. We strive to
treat all people with respect, dignity, opportunity, and a sense of belonging
that transcends any role, department or country that we partner with.

Our Vision

A world free of problem gambling.

Our Mission

To prevent problem gambling and reduce its impacts.

Core Values
HUMANITY

We believe in human dignity and respect. We’re driven to build a
positive future for everyone. We apply our knowledge to the creation
of conditions that promote positive behavioural change. We embrace
individual and community differences and are committed to being
inclusive, equitable and respectful in all of our work.

COURAGE

We believe it takes courage to make real change in the world.
We appreciate the confidence in others and we are never
afraid to offer honest, evidence-informed perspectives, even
if they conflict with conventional wisdom.

INTEGRITY

We strive to meet the highest standards of professionalism and
impartiality. We hold ourselves responsible for all that we do.

INGENUITY

We are inventive and resourceful, curious, and inquisitive
by nature. As the world keeps changing, we are always
on the lookout for new ways to turn knowledge into action.

Our core values guide RGC’s decisions and work
each and every day. Collectively, these values
are our ‘north star’, keeping us focused on how
we conduct ourselves and what we do to
accomplish our purpose.
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Hamlin Grange

In this conversation, RGC Board Chair Hamlin Grange speaks with RGC Chief Executive
Officer Shelley White for an exploration into the past year. In this discussion, Shelley and
Hamlin offer personal insight into the challenges caused by the pandemic, ruminate on
their learnings, and share how RGC has managed to practice adaptability at an accelerated
pace while adhering to the organization’s core values.
Hamlin, as you reflect on the past year, what impact did COVID have on RGC’s
Board of Directors?
Like all Canadians, RGC’s Board of Directors were personally and professionally affected by
the global upheaval and distress of the pandemic. While COVID really tested our resilience as

a Board, I am so proud of our collective strength. When the country went into lockdown on March 13,
2020, we did not miss a beat. A week-and-a-half later we held a Board meeting (virtually), where we
discussed our risk mitigation strategies around managing the pandemic’s disruption to our business.

Shelley, what kind of risk mitigation strategies did you put in place?
Thinking back to March 2020, we felt a lot of anxiety around the uncertainty of the virus and
the immediacy of the emergency lockdown. We had no idea how long the pandemic was going to
last, and we had two primary concerns: To protect the health and wellbeing of our employees and to
fulfill our mission to prevent problem gambling. The Executive Management Team (EMT) took action
immediately by developing a COVID Management Plan. The plan’s three priorities were: 1) ensuring
the health and wellbeing of our employees; 2) allowing for business continuation; and 3) maintaining
relationships with our stakeholders and clients.

What was the impact of the plan?
Using the plan as a guide, the Board of Directors, EMT and the entire team have been able
to work together successfully during the pandemic. Through our ability to collaborate, our

commitment to our mission and our innovative adaptability, RGC found ways to pivot our approach
and continue to work with the gambling industry and the public to advance responsible gambling.
Amid very challenging circumstances, we developed remote and digital solutions for our business to
business (B2B) and business to customer (B2C) work. These have supported our mission and allowed
for positive growth and change in our culture. Post-COVID, we will continue to implement
new approaches to our work.

Shelley White
Continued

on page 12
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Hamlin, what do you think is one of RGC’s most important accomplishments
over the past year?
With so many lives and businesses severely disrupted, we expected dark clouds. However, over
the past 15 months, the organization demonstrated tremendous tenacity and innovation.
Rather than treat the pandemic as a barrier, RGC continued to build new business and deliver its
programs and services to the industry and public, doing so by shifting the focus to online gambling,
moving prevention education and services to digital platforms and quickly adapting to conduct
business remotely.

The social justice movement also erupted during the pandemic, fueled by the high-profile deaths
of George Floyd and Breonna Taylor as well as the injustice experienced by other Black and Indigenous
individuals in the U.S. and right here in Canada. RGC is a humanitarian organization that cares deeply
about people. The movement’s call to action motivated RGC to make Diversity, Equity and Inclusion
(DEI) a high priority. The Board of Directors and the EMT worked with DEI experts to deepen our commitment
to DEI throughout our strategy. We have been finding ways to incorporate DEI into the organization’s
culture, governance, programs and services, and we will have a comprehensive DEI strategy in place
by April 2022.

Hamlin, going forward, how will the Board continue to strengthen RGC’s governance
for the future?
Continuous improvement is fundamental to the Board’s success. In RGC’s most recent annual
Board effectiveness survey, the key issue raised was the need to streamline our governance
structure. Governing with four legal entities is cumbersome and inefficient, exposing us to increased

risk and distracting us from realizing the full potential of our strategy. Based on these findings, in January
2021, we began working with a strategic advisor to help us to confront this issue. Beginning in June
2021, we will start to implement the recommendations. We are excited about this transformation, which
we aim to complete by June 2022, and believe it will improve our ability to innovate and increase
our capacity to provide more responsible gambling services to more individuals and markets.
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Shelley, what learnings from the pandemic will RGC embrace post-COVID-19?
As the saying goes, “throw away the bad experience but save the lesson.” The pandemic
has revealed the resilience of the RGC team, and I believe the experience has strengthened
our bond. The team rose to the occasion, applying an innovative approach to a very difficult scenario

and developing solutions to succeed. Going forward as an organization, RGC will continue to focus on
the mental health and wellbeing of our employees, recognizing the benefits of increased communications
and engagement. We are happy to see that the media has begun to truly value the importance of
self-care and emotional support. We hope this public discourse endures, and we will continue to
prioritize supporting our team in this area.
The pandemic has also prompted learnings around the value of a remote working environment.
We learned that employees enjoy working from home and that they are highly productive and
innovative while doing so. As a result, RCG has reimagined its workplace. Through a combination of
working on-site and remotely, our “Workplace 2.0” will reflect the new reality of the post-pandemic
hybrid workplace.
Finally, the added free time, limited entertainment options and stay-at-home orders caused by the
pandemic also provoked an increase in online gambling participation over the past 15 months.
Simultaneously, provincial authorities across Canada have been increasing the availability of online
gambling and, potentially, of single-event sports betting. RGC will continue advising governments on
the importance of consumer protection and advocating to ensure consumer safeguards are in place.
To inform our recommendations, we will remain committed to conducting responsible gambling
research for iGaming, standards development, accreditation, training and education programs, for both
the gambling industry and public.

Hamiln Grange

Shelley White
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TWO DIGITAL CAMPAIGNS
FOCUSED AROUND MAJOR
ETHNO-CULTURAL HOLIDAYS

9.9 MILLION
4.2 MILLION
VIEWS ACHIEVED

IMPRESSIONS
RECEIVED AFTER RUNNING TWO PROVINCE-WIDE
COVID PG PREVENTION DIGITAL CAMPAIGNS
TARGETED AT ONLINE GAMBLERS

ON THE PLAN BEFORE YOU PLAY CAMPAIGN,
DRIVING AWARENESS OF
LOW-RISK GAMBLING STRATEGIES.

,181
3
VISITORS

DIWALI (SOUTH ASIANS) AND
LUNAR NEW YEAR (CHINESE) COMMUNITIES.

2 389
,

THE NUMBER OF CASINO EMPLOYEES THAT
CONNECTED WITH A MEMBER OF THE PSC
STAFF TO LEARN ABOUT THE SERVICES AND
RESOURCES AVAILABLE AND/OR TO DEBRIEF
ABOUT A PLAYER INTERACTION.*
*Total significantly lower as a result of casino
closures arising due to Covid-19

RECEIVED INFORMATION
EXPLAINING HOW GAMES WORK
AND WAYS TO KEEP THEIR
PLAY FUN AND SAFE.

Key
Achievements
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LAUNCHED AN INTERACTIVE AND SEARCHABLE MAP
OF ALL TREATMENT CENTRES WITHIN ONTARIO
ON RESPONSIBLEGAMBLING.ORG.

258,079

TEENAGERS

IN 2020-2021, RGC LAUNCHED THE UPDATED
VERSIONS OF RG CHECK’S LAND-BASED AND
IGAMING ACCREDITATION PROGRAMS.

IN ONTARIO WERE REACHED THROUGH
OUR GAME BRAIN SOCIAL CHANNELS
WITH MESSAGES ABOUT THE RISKS
OF GAMBLING AND HOW TO
ACCESS SUPPORT.

3,100
EDUCATIONAL KITS

IN A PILOT INITIATIVE THAT WAS CREATED
AS PART OF THE CHECK YOUR RE(FLEX) PROGRAM,
WE PARTNERED WITH RESIDENCE LIFE PROGRAMS
TO DELIVER 3,100 EDUCATIONAL KITS (CONTAINING
PROBLEM GAMBLING PREVENTION INFORMATION,
HAND SANITIZER AND SNACKS) TO STUDENTS
LIVING IN RESIDENCE ON CAMPUS.

EVIDENCE-BASED CHECK YOUR RE(FLEX) SOCIAL
MESSAGING, DELIVERED IN ENGLISH AND FRENCH,
EXCEEDED THREE-MILLION IMPRESSIONS. SIMILAR
OUTREACH TO SOUTH ASIAN AND CHINESE YOUNG
ADULTS SAW BETWEEN HALF A MILLION AND
ONE AND HALF MILLION IMPRESSIONS FOR
ETHNO-CULTURAL POSTS.

THE CABP TEAM RAPIDLY LAUNCHED
A THREE-WAVE COVID-19 PROVINCIAL
LONGITUDINAL STUDY
BETWEEN APRIL AND DECEMBER 2020 TO EXAMINE THE EFFECTS
OF THE PANDEMIC ON ONTARIAN ONLINE GAMBLERS.

RGC PRESENTED RECOMMENDATIONS
FOR SAFEGUARDS IN SPORTS BETTING
TO THE HOUSE OF COMMONS STANDING COMMITTEE
ON JUSTICE AND HUMAN RIGHTS.

LAUNCHED THE VIRTUAL
DISCOVERY WEBINAR SERIES
HOSTED FIVE COMPLIMENTARY WEBINARS,
WHICH WERE ATTENDED BY RG STAKEHOLDERS,
LOCATED IN OVER 25 COUNTRIES, AND HAD A TURNOUT
OF OVER 440 PEOPLE

Key
Achievements
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RGC in the workplace:
Prioritizing the wellbeing of our staff and partners

As soon as Canada was in lockdown due to COVID-19, we quickly adapted to meet the related public health
restrictions. Supporting the mental health and wellbeing of our staff and partners was a key priority during the
work-from-home transition. This meant transforming our programs digitally, adapting conferences and in-person
client meetings virtually, facilitating the team’s transition to work remotely and providing our employees with
mental health resources and regular COVID-19 updates to ensure they felt connected and supported. These
supportive relationships were critical to us persevering and continuing to deliver important work through such
challenging times. We continued delivering preventative education messaging, conducting leading research
in RG and worked closely with our clients.
Throughout the year, working remotely did not mean working without connecting. RGC maintained
our high-performing culture of engagement, productivity and belonging. We further enhanced our
communication by:
• Keeping everyone informed through weekly staff town halls, which were held online
• Organizing fun and informal virtual team-building events to ensure the staff stayed connected
• Supporting staff health and wellbeing by offering an opportunity for our team to participate
in fitness challenges, virtual exercise initiatives and mindfulness Mondays
• Providing one-on-one mental health check-ins between the Human Resources
team and staff
Through these challenges, we were grateful for our partners,
our staff and our Boards of Directors.

RGC Industry:
Keeping up by staying ahead

Gambling is an ever-evolving universe, and RGC is
committed to staying ahead of the changes in the
industry so we can better serve our partners and
communities. By maintaining a comprehensive range
of responsible gambling programs and services, we
are better able to address the current issues affecting
players and their families as well as the issues affecting
governments, regulators, and treatment and community
agencies today. By extension, we are able to ensure that
best practices are being met. We don’t just keep up,
we stay ahead, and we achieve this through a number
of initiatives.
As leaders in safer gambling, we are constantly mining
for insights and actively acquiring information that we
can share with the responsible gambling community.
The important work completed by RG Check as well
as the valuable contributions of the Centre for the
Advancement of Best Practices (CABP) keep us current
on developing regulatory standards and provide us
with insight into the latest advancements in land-based
and online gambling and sports betting.

When the Discovery 2020 Conference was cancelled
due to COVID-19 restrictions, RGC was one of the first
in the industry to initiate a series of interactive online
sessions. These sessions, which offered insight into
the latest research, risks and harm prevention trends,
helped to keep members of the industry informed
and responsive.
In 2020-2021, RGC worked closely with the Government
of Ontario, the Alcohol and Gambling Commission of
Ontario (AGCO) and Ontario’s Lottery and Gaming
Corporation (OLG). As the government plans to expand
regulated online gambling in Ontario, these collaborations
help to ensure that the proper safeguards are in place
to support responsible and sustainable play, protect
vulnerable people, and ultimately reduces the burden
of problem gambling on individuals, families and society.
Further initiatives in this area included RGC CEO Shelley
White and Director of Standards and Accreditation
Tracy Parker’s participation in a panel discussion with
the Canadian House of Commons Standing Committee
on Justice and Human Rights. This presentation explored
the importance of ensuring a regulatory framework
for Sports Betting. RGC is committed to working with
policymakers with the latest evidence and guidance to
support a safer and sustainable gambling industry.

OUR WORK WITH

I NDU STRY
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RG Check:

A global leader in responsible gambling accreditation
RG Check is the most comprehensive responsible gambling accreditation program in the
world. The RG Check accreditation process helps gambling venues evaluate, monitor and
manage all aspects of their RG strategy.
Following an extensive review process, RG Check’s land-based and iGaming accreditation programs were updated in
2020-2021. Informed by research, consultation, and an internal review, these enhancements provide land-based venues
and iGaming sites with a more relevant set of performance-driven indicators as well as indicators focused on the
responsible management of key risks associated with problem gambling.
As online gambling and sports betting offerings continue to expand globally, having the most effective RG policies and
programs in place is more important than ever. These efforts help to provide the education required to prevent and mitigate
gambling harm among this player base.
RG Check’s thorough and comprehensive process measures and assesses current practices against evidence-based
and industry-relevant standards and criteria. Accredited sites in 2020-2021 include venues in British Columbia, Ontario,
Saskatchewan, Nova Scotia, Prince Edward Island, Singapore and, for the first time, Macau and the Philippines.

A Study in Success:
Melco Resorts & Entertainment
We are very pleased that all of our Integrated Resorts have
been “RG Check” accredited. We have implemented its programs,
processes and governance structure since 2008, which has evolved into
a systemized approach to responsible gaming. I personally lead the global
RG Steering Committee to demonstrate its priority and importance, helping to
inculcate a culture of responsible gaming.
The RG Check review process, with its comprehensive eight standards and
47 criteria, provided us with valuable independent insights to enhance our existing
safeguards. Undergoing RG Check, the world’s most comprehensive and rigorous
RG accreditation program, is part of our ongoing commitment to society for the
healthy development of the gaming industry.
The entire process brings an added level of assurance that our four accredited
integrated resorts – City of Dreams Macau, Studio City, Altira Macau and City of
Dreams Manila – continue to foster a responsible approach.
Lawrence Ho,
Chairman & CEO, Melco Resorts & Entertainment

OUR WORK WITH

I NDU STRY
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RCG’s Centre for the Advancement
of Best Practices (CABP):

Reopening our Venues and Remembering our
Values – Supporting PSC Staff
For much of the year, the pandemic forced land-based gambling venues
in Ontario to temporarily shutter. As these venues began reopening, PSC
staff had to adapt to a new gambling landscape, the pandemic health and
safety protocols and the CABP team supported them in their transition back
to casinos. The training developed by the CABP team focused on gambling
risk factors and player behaviours associated with the pandemic. It also
tackled the implications of increased online gambling and the role of PSC
staff in supporting venue staff.

RGC’s CABP helps regulators, operators and industry decision-makers identify, adopt,
and evaluate leading RG practices. We collaborate with regulators, public health
organizations, gambling operators and other gambling studies researchers to conduct
research on problem gambling prevention and harm minimization, which informs policy
and practice across Canada and the world.

In 2020-2021, CABP delivered meaningful and impactful work:
Pandemic Psychology – The Consequences
of COVID-19 on Ontarian Gamblers
COVID-19 has profoundly affected many aspects of our lives, and gambling behaviours and risks are no exception.
When the Ontario government enacted a declaration of emergency on March 17, 2020, the CABP team reacted by
rapidly launching a provincial study to examine the effects of the pandemic on Ontarian gamblers.
Across three waves of data collection between April-December 2020, we examined the pandemic’s influence on
finances, mental health, substance use, gambling behaviours and risk. By applying these findings to evidencebased changes in community outreach and prevention programming, RGC will
help meet the evolving needs of Ontario players.
READ THE REPORT >
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Researching Risk in Lottery Play – Studying the
Behaviours of Young People in Great Britain
Although gambling in Canada is CABP’s primary focus, we also contribute
to PG prevention globally. In an international collaboration with Dr. Heather
Wardle, we examined lottery and scratchcard play among 16- to 24-year-olds
in Great Britain. This initiative revealed that there is a significant link between
scratchcard play and gambling problems, and that males, especially in the
20- to 24-year age group, are at particular risk. Those who reported lower
wellbeing and who participated in other forms of gambling were also more
likely to report gambling problems.
Youth-focused initiatives in Great Britain and worldwide will be able to draw on
this research and use it to implement evidence-based prevention programs.
READ THE REPORT >

NEWSCAN: The latest RG news, research and evidence delivered weekly
Newscan is your source for everything gambling related. Each week, this industry newsletter delivers valuable resources to
stakeholders worldwide, including responsible gambling professionals, researchers and academics, plus community and
public health organizations. Newscan gives you the latest from the world of RG so you can make informed decisions with
even more confidence. Keep up-to-date on the latest research from CABP by subscribing to Newscan

Follow us for the latest RG insights and other industry news.
Subscribe at ResponsibleGambling.org.
OUR WORK WITH

I NDU STRY
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Sharing Knowledge Remotely:
Although we were unable to gather in person, the CABP team continued to share our
expertise globally, participating virtually in conferences and symposia. Here are some
of the sessions RGC presented:
BEYOND PROBLEM GAMBLING:
Responsible Gambling Prevention Messaging
that Anyone Can Use
Janine Robinson, Director, CABP.

NCPG’s National Conference on Gambling Addiction
& Responsible Gambling, July 21, 2020

PREVENTION-FOCUSED RG MESSAGING:
Stopping Harms before They Start

Janine Robinson, Director, CABP, Sasha Stark,

Senior Researcher, CABP, and Melina Condren, Knowledge
Translation Specialist, CABP. NYCPG’s Annual Conference
on Problem Gambling, October 14, 2020

SAFER GAMBLING TRAINING:
Educating the Operator

Sasha Stark, PhD, Senior Researcher, CABP

(with co-presenters Shanahan, I., Graham, F., & Iannarone, L.)
eGaming Review UK Virtual Summit, November 24, 2020

A PUBLIC HEALTH APPROACH
TO PREVENTING GAMBLING-RELATED HARM
Alex Price, PhD, Senior Researcher, CABP.
Inaugural Webinar of the Online Training Center,
NYCPG, March 1, 2021

EXAMINING THE IMPACT OF COVID-19 ON GAMBLERS
IN NORTH AMERICA: An Unfinished Story of Complexity
in our Digital Age
Alex Price, PhD, Senior Researcher, CABP.

Michigan’s 13th Annual Virtual Gambling Disorder Symposium,
March 4, 2021

House of Commons:
Accountable Action

In 2021, RGC was invited to participate in a panel discussion on Bill C-218, an Act to amend the criminal code.
In an industry often susceptible to illegal or offshore betting sites without safeguards, CEO Shelley White and
Director of Standards and Accreditation Tracy Parker shared their perspectives with the House of Commons
Standing Committee on Justice and Human Rights. In her presentation, Shelley White expressed that passing
the bill would allow for a more robust regulatory framework for single-event sports betting and ensure high
industry standards for responsible gambling, including the implementation of consumer safeguards.

Please read our complete submission at: ResponsibleGambling.org >

OUR WORK WITH

I NDU STRY

25

26

RGC ANNUAL REPORT
2020 - 2021

RGC ANNUAL REPORT
2020- 2021

Discovery Virtual Sessions:
An innovative approach to change
For close to two decades, RGC’s Discovery Conference has brought together industry
leaders worldwide to drive change in responsible gambling.

After the Discovery 2020 Conference was cancelled due to COVID-19, RGC introduced a new virtual solution to bring the
industry together. In May 2020, the Discovery Virtual Sessions was launched via a series of complimentary and insightful
webinars. With participation from industry leaders across the globe, these interactive sessions, which were sponsored
in part by the Ontario Lottery & Gaming Corporation (OLG), discussed the latest research, trends and best practices in
responsible gambling and problem gambling prevention.

Our complimentary webinar sessions included:
The Next Normal:
Improved Safeguards for Online Gambling

Refresh, Rethink. Hot topics for RG Check.

•T
 his session supported regulators and operators
with the information they needed to integrate
emerging practices related to self-exclusion, player
tracking, and individualized player messaging in
online gambling.

•T
 racy Parker, Director of RG Check, Judith Glynn, M.Sc.,
President, PRET Solutions, and Christine Rhodes,
Associate Partner, Sustainability Services, EY, engaged
with participants in a discussion on the evolving role
of standards and how they contribute to responsible
gambling goals.

Returning to Casino/Land-based Gaming:
What Operators Need to Know

Young People in the UK: Understanding the Risks of
Lottery Participation and Impacts of COVID-19

•M
 any land-based gambling venues were forced
to close due to COVID-19. This session explored the
potential impact on players and their behaviour and
investigated how responsible gambling information
centres (RGICs) might be able to support players and
staff once they return to the venues.

• Sponsored by GREO, this webinar shared insights
on how lottery participation is related to gambling
problems among young people in Great Britain and
also shared the impacts of COVID-19 on the gambling
behaviours of this age group in the broader UK.

Online Gambling in Unprecedented Times:
Risks and RG Strategies
• In this era of heightened risk, this session shared
what operators can do now to strengthen safeguards
and explored how evidence-informed programming
can support players and operators now and over the
long term.

Don’t miss out on 2021 Discovery
Virtual Sessions.

Sign up for Newscan to receive
notifications of upcoming webinars.

OUR WORK WITH

I NDU STRY
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Our Strategic Direction: 2021 Update
In 2019, RGC launched The Game Changer, a five-year plan seeking to provide responsible
gambling strategies to vulnerable populations. Applying vital change-management
processes to both land-based and digital gambling, this initiative’s approach aligns
with the goals of our vision and mission.
Now that we have reached the halfway point of our strategic plan, we
are pleased to share the accomplishments we have achieved so far.

1
Build RGC’s Brand & Influence.
RGC will have a coherent brand framework that
connects all of RGC’s activities while solidifying
our role as the best-known provider of RG
prevention messaging in the world.
ACCOMPLISHMENTS:
• Launched a new unified RGC brand.
• Launched a new website to reflect our new brand.
• E
 xpanded content on our website with a focus on
priority ethno-cultural audiences, offering
prevention content in English, French and
simplified and traditional Chinese.
• P
 rovided the Ontario government with
recommendations on consumer protection
standards and best practices to incorporate
into the expansion of online gambling.
• Launched a social media strategy for both the
public and industry that increased awareness
of the RGC brand, safer gambling practices
and new research.
• Launched a Discovery Webinar Series that
presents the latest research, trends and best
practices in responsible gambling and problem
gambling prevention.
• Granted charitable status for prevention work
in the areas of UK research, education and
treatment, which will make it possible for RGC
to receive funding for research.

2
Achieve Responsible Gambling
Program Excellence.
RGC will play a leadership role in preventing harm
in Canada and internationally by providing
people who gamble and the public with relevant,
evidence-informed player safeguard programs.
ACCOMPLISHMENTS:
• Expanded PlaySmart Centres (PSC) into 15 casinos
in Ontario.
• Launched a customized brief intervention and referral
tool that PSC staff can use to ensure visitors receive a
help response that is tailored and relevant to them.
• Expanded support services to people wishing to return
to gambling after self-exclusion.
• Launched digital adaptations of community programs,
including developing three new RG information programs
for teens, young adults and adults using gamification
– House of Wisdoms, Check Your (Re)flex and Plan
Before You Play.
• Launched ethno-cultural strategies for our young
adult and adult community programs, including
Lunar New Year and Diwali programming.

29

Encourage Growth & Diversification:
RGC will grow by expanding into international markets,
increasing product innovation and developing
partnerships that will allow us to continue investing
in new research & program development.
ACCOMPLISHMENTS:
• Licensed Ontario community prevention programs
in other jurisdictions.
• Developed and launched an enhanced RG Check
accreditation program, including a comprehensive
communication and marketing strategy that globally
targets new and priority markets.
• Accredited several online sites and venues in
British Columbia, Ontario, Saskatchewan, Nova
Scotia, Prince Edward Island, Singapore, Macau
and the Philippines.

3
Prioritize RG Leadership:
RGC will continue to be a centre of excellence
and thought leadership by conducting and
applying research, evaluation, training and
accreditation programs for all forms of gambling.
ACCOMPLISHMENTS:
• Developed a three-year research strategy for land-based
gambling and iGaming.
• Developed and implemented a Canadian strategy to
increase our engagement with regulators and operators
in each province.
• Launched a provincial study during COVID-19 examining
the effects of the pandemic on Ontarian gamblers,
expeditiously rolled out between April and December 2020.
• Developed, piloted and launched a sports betting
accreditation program and enhanced iGaming and
land-based accreditation programs for RG Check.
• Developed training for PSC staff to support them
in the transition back to casinos following the
pandemic closures.

5
Build RGC’s Capacity:

RGC will build a high-performing culture
by enhancing our talent management,
infrastructure, marketing and business
development capabilities
ACCOMPLISHMENTS:
• C
 ontinued to enhance RGC’s workplace culture and
employee satisfaction by engaging employees in the
development of meaningful HR policies, programs,
and practices.
• Implemented a new Diversity, Equity and Inclusion
Policy to enhance the Board members and
employees’ sense of belonging, dignity, respect and
to embrace diversity of perspective and experience.
• P
 rovided employees with monthly social events and
wellness activitiesto encourage fun and increase our
wellbeing.
• R
 olled out new financial software to allow for multidimensional reporting and segmented analysis for
programs, departments, jurisdictions and projects.
• Integrated a CRM platform for improved client
relationship management
• P
 rovided all employees with mental health
support and management, and offered training
in project management, critical thinking and
diversity & inclusion.
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Our Journey Forward

The next two and a half years will continue to be an exciting time of growth and change
for RGC. Our values of humanity, courage, integrity and ingenuity will continue to drive
all the work we do.

2022-24 initiatives include:
•B
 roadening RGC’s work and partnerships domestically
and internationally to achieve our vision of “a world
free of problem gambling.”
•C
 ontinuing to work with governments, regulators as
well as operators throughout Canada to promote
safer gambling.
•A
 ssessing the needs of PSC staff, players and site staff
as land-based gambling re-opens and adapting
programming and training to respond to those needs.
•C
 onducting ongoing research to develop new insights
into impactful and culturally relevant RG strategies for
all types of gambling in Canada and internationally.
•R
 esearching RG strategies to decrease stigma and
increase uptake of treatment pathways and supporting
the review, roll out and development of digital solutions.
•C
 ontinuing to support operators to help them achieve
their responsible gambling goals through RG Check
accreditation and strategy development.
•C
 onnecting with more youth and young adults in
North America and globally through RGC’s prevention
programs and social media.

•C
 ontinuing to build on RGC’s Digital & Social Strategy
for both business to consumer (B2C) and business
to business (B2B) to not only increase followers and
engagement, but also expand important content and
information availability.
• I mplement a comprehensive Diversity, Equity and
Inclusion strategy because “RGC is for diversity,
equity and inclusion; we understand and value the
uniqueness in people, we are committed to equity,
and embrace inclusiveness. We strive to treat people
with respect, dignity, opportunity and a sense of
belonging that transcends any role, department or
country that we partner with.”

As we look forward to a world
free of problem gambling,
RGC embraces the challenge
of this objective, armed with
hope, courage, confidence
and enthusiasm.
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RGC in the Community
PlaySmart Centres

PlaySmart Centres (PSC) are located in Ontario land-based gambling venues and
staffed by RGC employees. In the Centres, players can take a break from gambling and
learn more about how the games work through interactive game kiosks, videos or talking
to one of the PlaySmart Centre staff.
Thanks to the Ontario Lottery and Gaming (OLG)
Corporation’s partnership and financial commitment,
we are proud to have supported thousands of Ontarians
and their families in 2020-2021.
As some Charitable Bingo & Gaming sites and casinos
began reopening at reduced player capacity in the
summer and fall of fiscal year 2021, PlaySmart Centre
(PSC) continued to support land-based players
across Ontario.
In preparation for the resumption of PSCs, new health
and safety guidelines and practices were developed
in partnership with OLG. In order to ensure these services
were delivered as safely as possible, a medical expert
was engaged to review and provide approval of safety.

PSC staff received comprehensive training to cope with
emerging issues, and the education focused on two
distinct teachings. The first surrounded COVID-19 related
health and safety training, which was designed to keep
staff and visitors safe when they interacted with each
other. This training included topics and workplace
practices around PPE, health screenings and avoiding
the spread of COVID-19 in the workplace, accessing mental
health resources and taking part in WHMIS training. The
second comprehensive training involved a program
called Adapting to the Changing Gambling Landscape:
Strategies for PlaySmart Centre Staff. Developed by
RGC’s Centre for Advancement & Best Practices, this
customized education guide addressed the challenges
facing PSC staff in the new gambling landscape and
offered solutions and strategies to help them support
players and casino staff in these unprecedented times.

Due to pandemic-related restrictions, we
did not operate at full capacity. PSCs
introduced a phased-in approach to
re-opening, where PSC onsite staff hours
were incrementally re-introduced at a
safe and measured rate. Listed core
services were also temporarily paused
in response to the restrictions, including
information brochures, coffee service as
well as educational events and activities.
PSC made some adjustments to compensate
for the absence of these services:
•P
 SC staff focused on creating opportunities to have
one-on-one conversations with players and staff to
boost awareness of the PlaySmart program, the Centre,
local resources and key positive play messages
•A
 new app, which was created and launched on
the interactive kiosk at all PSCs, provided local and
provincial information on gambling support services
and debit/credit counselling.

While PSC operations for fiscal year 2021 had been
disrupted due to COVID-19, operations resumed
intermittently in the summer, and players and venue
staff were able to engage with PSC and its team.
• This year, across casinos and Charitable Bingo
& Gaming Centres:
- 3,181 visitors received information explaining how
games work and suggesting ways to keep their play
fun and safe.
- When they needed to talk about a concern they were
having with their gambling, 106 visitors got immediate
support and assistance from a member of our PSC
staff. PSC also extended its follow-up call service during
this time, providing support to those who were returning
back to gambling after having self-excluded..
- 2,389 casino employee visitors connected with a
member of the PSC staff to learn about the services
and resources available and/or to debrief about a
player interaction.
- Alongside CAMH, RGC delivered OLG’s PlaySmart
Advanced Training to staff at casinos and Charitable
Bingo & Gaming Centres. The training focused on
effectively recognizing and responding to problem
gambling indicators.

RGC will continue to work with OLG to support the phased-in resumption of PSC operations in 2021 and 2022
and work together to evolve the program. PSC will focus on delivering relevant programming and reinforcing
key messages that are designed to educate and provide assistance to people (across the player spectrum)
who gamble at casinos and Charitable Bingo & Gaming venues in Ontario, particularly as players return
to land-based gambling.

OUR WORK WITH
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RGC PROGRAMS: Delivering prevention programming across Ontario.
For over 20 years RGC has created innovative and impactful problem gambling
prevention programs. Backed by over 35 years of leadership experience, our
programs are evidence-based and cross the spectrum of prevention education.
Every year, thanks to the financial support of the Ministry of Health, RGC delivers problem gambling prevention
education and awareness programs to the people of Ontario. This year, in response to the needs of COVID-19,
these programs were adapted to a web-based environment.
2020 was a time of uncertainty for individuals and organizations alike. This uncertainty manifested in many ways,
including how and when people could gather safely and when public spaces and schools would reopen. The RGC
prevention programs team was able to react quickly and pivot all programming to digital delivery, responding to
the needs of all Ontarians through digital campaigns and messages. Above just responding, RGC also reacted
and adapted, taking on new approaches to traditional prevention education. Examples include the introduction
of a new educational video game and a digital communication toolkit for colleges.

RGC PROGRAMS: Community Outreach – Socially Distanced. Closely Connected
Community Outreach educates gamblers on low-risk strategies and the signs of
a problem as well as increases awareness of local support services. The program
evolved to engage people outside of the traditional gambling environment through
the use of gamification and social media. Community Outreach uses a segmented
approach to connect with a cross section of the population about the different forms
of gambling risk and how to mitigate and
access support.
The Community Outreach strategy evolved to adapt to the COVID environment and continued providing evidenceinformed prevention education that aligned to changing market needs. With the latest findings from the COVID-19
and Gambling research study, which looked at changing Ontario gambling trends, Community Outreach developed a
series of communications to target priority populations. A campaign on Facebook and Instagram offered information
on lower risk gambling practices, how to identify a problem and how and where to access help during the pandemic.

In 2020-21 Community Outreach reached 3.4 million unique users and had
nearly 10 million (9.9 million) total impressions.
I n 2020-2021, RGC digitally transformed 2019’s Plan Before You Play, a program that toured communities across Ontario
with the Reaction Lab game. The RGC-made game – now available on responsiblegambling.org – demonstrates how
easy it can be to lose yourself when you gamble. By simulating the body’s experience, the game emphasizes how the
excitement and heightened emotion that can make gambling fun can also make informed decision-making difficult.
 he Plan Before You Play campaign was delivered via social channels and garnered 31.8 million impressions and
T
4.2 million video views. Two digital flights were focused around major ethno-cultural holidays that are also popular
times for gambling: Diwali (South Asians) and Lunar New Year (Chinese) communities.

OUR WORK WITH
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RGC PROGRAMS: House of Wisdoms
House of Wisdoms (HOW) is a digital web based educational game created to raise
awareness among teens about the risks of gambling. For the last six years, RGC’s youth
program GAME BRAiN has reached over 50,000 high school students across Ontario
raising awareness of gambling risks. House of Wisdoms is a fun and innovative game
which reinforces the key safety messages of the GAME BRAiN live show .

“The game was

an amazing way to reveal
knowledge regarding gambling
and kept people interested
in an interactive and
intelligent way...”

When the live, interactive game show GAME BRAiN was cancelled due to COVID-19 restrictions, a new virtual game
took its place.
RGC’s “House of Wisdoms“ raises awareness among teens (14 to 18-year-olds) about gambling risks in an interactive
and engaging way. Through three brain-stimulating games, this digital web-based educational game invites players
to learn how to recognize the signs of a gambling problem, explains the realities and misconceptions of gambling and
shows where to get help if you need it.

PARTICIPANT
OF HOUSE OF WISDOMS

Program Highlights:
•

 eens from over 30 cities and towns in Ontario participated
T
in House of Wisdoms and provided feedback

•

 58,079 teenagers in Ontario were reached
2
through Instagram contests

•

 6.7% of teens said that playing House of Wisdoms
9
made them more aware of how to recognize the
signs of a gambling problem

•

 7.5% of teens said that playing House of Wisdoms
9
gave them a better understanding of where
to get help for a gambling problem

“I really liked that it
incorporated key information
(risk/losses, signs and myths).
It is very interactive and creates

an awesome way to learn that
appeals to the target audience.”
TREATMENT PROVIDER

OUR WORK WITH
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RGC PROGRAMS: Check Your (Re)flex
Check Your (Re)flex, an evidence-informed program addresses gambling issues
of concern to young adults, including spending more time or money than intended,
emotional and physical responses to gambling, and the impact that alcohol or drug
use can have on gambling behaviours.
This interactive problem gambling awareness program
features messages, resources and a video game
specific to 18-to 24-year-olds. Due to COVID-19
protocols, the program was delivered online with
the following enhancements:

Promoted English and French posts on Facebook and
Instagram, exceeded three-million impressions in the
fall and winter semester while outreach to South Asian
and Chinese young adults saw between half a million and
one and half million impressions for ethno-cultural posts.

•4
 ,953 young adults entered the video game contest
that offered incentives such as e-gift cards and
scholarship awards;

The programs evaluation determined it was successful
in not only helping young adults learn about the similarities
between video game play and gambling, but also in
teaching them that heightened emotional responses
while gambling can make good decision-making difficult.
93.7% of respondents reported that, as a result of the
program, they will set and stick to time and money limits,
while 92.8% will pay attention to how their emotions and
their body may be reacting to their gambling.

• Introduction of evidence-based social media posts
tailored to age groups, ethno-cultural communities,
and relevant topics like alcohol and cannabis, sports
betting and financial concerns; twenty colleges and
universities and community groups signed up to receive these via RGCs Digital Communications Kit; and
• In a pilot initiative, 3,100 educational kits (containing
problem gambling prevention information and a hand
sanitizer giveaway) were delivered to students living
on campus.

TRACKING GRUNK’S IMPACT:
• The Grunk campaign’s extensive reach
logged over 400,000 impressions.

RGC GAMBLING WITH GRUNK:
Prevention education
RGC has a long history of identifying
and responding to the needs of priority
populations. This social media initiative
focused on the needs of youth, who our
research has shown have a higher likelihood
of gambling while intoxicated.
Young adults are predisposed to a variety of high-risk
behaviours that come with building independence
and exploring their limits. One such consequence is
higher than average rates of gambling while intoxicated
among 18- to 24-year-olds. To minimize the potential
gambling harms for this high-risk group, RGC completed
a focused and impactful social media campaign aimed
at preventing intoxicated gambling. Funding for the
campaign was received through the Alcohol and Gaming
Commission of Ontario (AGCO) Education, Training and
Awareness Fund.
In consultation with the Centre for Addiction and Mental
Health and local public health units, RGC developed
a series of videos designed to educate young adults
on the risks of gambling while intoxicated that were
disseminated in Kenora, Peterborough and North Bay. In
the videos, a fictional gambling influencer named Grunk
mimics an instructional gambling video while actually
showcasing the risks of intoxicated gambling.

• Garnering over 53,000 views and
an average view duration of 1:14,
its engagement was strong.
• Based on feedback from young adults,
who reported that it was funny, original,
and believable, the campaign proved
to resonate with its audience.
• Roughly a third of young adults somewhat or strongly agreed that they
learned something new about the
potential consequences of gambling
while intoxicated.
• After watching Grunk, approximately a
quarter of young adults reported that
they were likely to share the videos, talk
to friends and family about the campaign,
or gather more information based on the
videos, signalling that the campaign
encouraged action.
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ResponsibleGambling.org: Educating our communities & informing our industry
If the past year has taught us anything, it is that the pace of change is accelerating faster now than ever before.
We are continually updating our website and expanding our new product and platform offerings to ensure that
vulnerable populations are getting the information they need. When it comes to improvements made to
ResponsibleGambling.org, we have:
• U
 pdated the website to provide information and resources in both simplified and traditional Chinese,
ensuring relevant and appropriate content across all translated web pages.
• T
 o simplify the user experience and ensure visitors had immediate access to the support and help they
needed, an accessible “Get Help” button was added to the navigation bar that directed visitors to the
right web pages based on their needs.
• Developed an interactive and searchable map of all treatment centres within Ontario.
•P
 ublished new content on gaming and gambling, the science behind gambling, industry news
and financial literacy.

Keep up to date on what we’re doing at ResponsibleGambling.org

RGC ANNUAL REPORT
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RGC Social Channels

Education and awareness is a key foundational prevention strategy to mitigate problem gambling. In 2020-2021, RGC
launched a social media strategy with information, resources and tools to support all those 18+. The social content,
which was shared across our Facebook and Instagram channels, offered strategies for safer play habits by showcasing
the four key pillars of education, research, dialogue and events.
1. We made education on RG & PG approachable to help people minimize their risks when gambling
2. We repackaged research on emerging forms of gambling for a wider audience
3. We encouraged dialogue around gambling
4. We shared the work we do in our communities
Follow the accounts below for prevention education and resources at:
• RGC Instagram • RGC Facebook • Gameplan Instagram • Gameplan Facebook

RGC drives important change in responsible gambling by bringing industry,
government and regulators together, merging a range of backgrounds and
experiences. This collective collaboration allows the responsible gambling
community to share ideas, continue to evolve and generate positive change.
Keeping the industry informed of the latest research, news and trends is
important to us. In 2020-21 we increased our presence on LinkedIn to:
• Share RGC updates and news multiple times a week
• Celebrate the important work our partners are doing
• Bring awareness to important research and news
In addition to an enhanced social strategy, RGC’s collaborative approach with
publications, the media and government relations speaks to the way we
prioritize our partnerships. We stand behind impactful work that is shared
widely and allows those who benefit from these resources to access them.
Some of these efforts include:
•A
 six-article series with Inside Asian Gaming (IAG), Asia’s preeminent
gambling publication, resulted in an ongoing partnership and plans for
RGC to publish future articles.
•  We received an increase in media awareness and media interviews for
our longitudinal COVID-19 studies.
•W
 e acted as a trusted advisor to provincial and federal governments, the
Alcohol and Gaming Commission of Ontario (AGCO) and others to support
the need for consumer protections and safeguards as new gambling options
and access become available in Ontario and Canada.
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Governance

The Responsible Gambling Council (RGC) operates independently under the legal
authority of three corporations, all of which are non-profit organizations with their own
board of directors. Board members include individuals who have experienced gambling
problems, treatment providers, gaming operator executives and/or professionals in
non-gaming industries from across Canada.
In practice, the name Responsible Gambling Council (RGC) is used as an umbrella term for all activities. The Responsible
Gambling Council of Canada (RGCC) is the legal entity for research and evaluation activities in all jurisdictions, as well
as for the delivery of programs and services outside of Ontario. It is incorporated under the Canada Corporations Act
and has charitable status from the Canada Revenue Agency. The Responsible Gambling Council (Ontario) is the legal
entity that delivers programs and services in Ontario funded through the Ministry of Health and that operates the annual
Discovery Conference. RGC(O) also independently operates PlaySmart Centres in Ontario, with funding from the Ontario
Lottery and Gaming Corporation (OLG). It is incorporated under the Ontario Corporations Act and has charitable status
from the Canada Revenue Agency.

The Responsible Gambling Council-Prevention (RGC-P) is the legal entity
that delivers the RG Check Accreditation Program.

Financial Summary
RGCO

Funding Before Expenses
Ontario - $3,546,500
PSC - $1,348,656*
*Total amount below the initial approved funding as
a result of casino closures arising due to Covid-19

RGCC
Revenue Before Expenses - $849,202
RGC Prevention (RG Check)
Revenue Before Expenses- $509,332
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Responsible Gambling Council

– Board of Directors

Paula Festas
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Hamlin Grange
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Yvon Lemire
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BOARD CHAIR

Susan Olynik, Chair

GOVERNANCE AND NOMINATING COMMITTEE

CHAIR, CEO COMPENSATION COMMITTEE,
BOARD MEMBER, RGCC AND RGC(O)

Julie Nolte

Carolyn Marcotte

Harry Gousopoulos

BOARD MEMBER, RGCC AND RGC(O)

Patricia Cook

VICE CHAIR, GOVERNANCE & NOMINATING COMMITTEE,
BOARD MEMBER, RGCC

Elena Mantagaris

BOARD MEMBER, RGC(O)

Jim Engel

CHAIR, STRATEGIC DIRECTIONS COMMITTEE,
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Joseph Coltson

BOARD MEMBER, RGCC

Shaila Mehta
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Bev Mehmel
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Wan-Peng Sun

BOARD MEMBER, RGCC & RGC(O)
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BOARD MEMBER, RGCC & RGC(O)

Salim Adatia

BOARD MEMBER, RGCC
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