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Licensing Sub-Committee 
Report 



1. Application

1-A Applicant and premises 

Application Type: New Gambling Premises Licence, Gambling Act 2005 

Application received date: 10 March 2021 
Applicant: Future Leisure Limited 
Premises address: Admiral  

1A Bedford Street 
London 
WC2E 9HH 

Ward: St James’s 
Ward 

Cumulative 
Impact Area: 

West End 

Premises description: According to the application, this premises plans to operate as 
an adult gaming centre (AGC). The application has been made 
under Section 159 of the Gambling Act 2005 (2005 Act).   

AGC premises licences allow the holder of the licence to make 
gaming machines available for use on the premises.  Persons 
operating an AGC must hold a gaming machines general 
operating licence from the Gambling Commission (the 
Commission) and must seek a premises licence from the 
licensing authority.  

An AGC premises licence is entitled under the Act to make 
available for use a number of category B gaming machines not 
exceeding 20% of the total number of gaming machines which 
are available for use on the premises and any number of 
category C or D machines.   

The applicant has not specified the hours for trading in their 
application. The Council’s Pleasure Fairs (Amusement 
Premises) Byelaw restricts the hours permitted for premises 
that provide amusement machines, such as AGC’s within 
Westminster between the hours of 12 midnight and 9am. 

Premises licence history: This premises had the benefit of a licence under the Gambling 
Act 2005 as a betting shop, namely William Hill. However, the 
licence was surrendered in September 2019. A full licence 
history can be seen at Appendix 4 of this report. 

Premises in the vicinity Bedford Street is an area of mainly commercial premises with 
some residential properties, between the Strand and Covent 
Garden. The premises are situated in the basement of 1A 
Bedford Street with entrance at ground floor level. The building 
is 5 storeys of mixed uses including retail, offices, leisure and 
hospitality 

There are 640 residential properties within a 250m radius of the 
premises. There are also 2 betting shops within the same 
radius of the premises. A further search on our GIS mapping 
has revealed 2 hostels and 2 faith groups within a 250m radius 
of the premises. (attached at appendix B) 

A full detailed list of gambling premises can be viewed at 
Appendix 7 of this report.  



 
Applicant submissions: The applicant has submitted a supporting letter, a local area 

risk assessment, three training modules and a CCTV/machine 
layout plan which is attached at Appendix 2 of this report. 

 
2. Consultation 
 
Consultation procedures 
2.1 The application was advertised in accordance with the Gambling Act 2005 (Premises 
Licence and Provisional Statement) Regulations 2007 both on the premises and in the local 
press. The 28 day consultation period started from the date the application was received. 
 
2.2 Local residents and businesses within a 50 metre radius of the proposed premises were 
written to outlining the application and how they can make representations to the Authority 
within the statutory period.    
  
2.3 Emails were also sent to each Ward Councillor whose wards are subject to these 
applications advising them of the application. 
 
2. Representations 

 
2-A Responsible Authorities 

 
Responsible 
Authority: 

Metropolitan Police Service 

Representative:  PC Bryan Lewis 
Received:  
 

1 April 2021 

Police object to this application, as it may not promote the licensing objectives, contained within 
the 2005 Gambling Act namely:  
 

• Preventing gambling from being a source of crime or disorder, being associated with 
crime or disorder or being used to support crime. 

 
• Protecting children and other vulnerable people from being harmed or exploited by 

gambling. 
 
Police have concerns about the plan to trade 24 hours a day in a high-risk area. The applicant 
has provided a comprehensive risk assessment but has not proposed any licence conditions to 
support the steps offered to manage risk. 
 
I will contact you to discuss this matter further. 
 
The conditions proposed by the Metropolitan Police Service can be found at Appendix 6 
of this report. 



 
Responsible 
Authority: 

The Licensing Authority 

Representative: Kevin Jackaman  
 

Received: 
 

6 April 2021 

I write in relation to the application submitted on behalf of Luxury Leisure for a new Adult 
Gaming Centre for the above mentioned premises under the Gambling Act 2005 (the Act).  
 
As a responsible authority under section 157 of the Gambling Act the Licensing Authority has 
considered your application in full. The Licensing Authority has concerns relating to this 
application as minimal information has been provided that would show how this premises, if 
granted would promote the following licensing objectives: 
 

• Preventing gambling from being a source of crime or disorder, being associated with 
crime or disorder or being used to support crime, 

• Ensuring that gambling is conducted in a fair and open way, and 
• Protecting children and other vulnerable persons from being harmed or exploited by 

gambling. 
 
Vulnerability 
 
The council’s definition of vulnerable persons when considering applications of this types is that 
it relates to groups that include ‘people who gambling more than they want to; people who 
gamble beyond their means; and people who may not be able to make informed or balanced 
decisions about gambling due to a mental impairment, alcohol or drugs’.  
 
For the purposes of this application, it would be useful for the applicant to provide their definition 
of vulnerability and what it means to their operation.  
 
The Licensing Authority notes that this premises is situated on the busy road between the 
Strand and Covent Garden with a large number of licensed premises in the immediate vicinity. 
The area is an attraction to vulnerable persons and in particular those with problems with 
gambling and/or alcohol or drug abuse problems.  The Licensing Authority note that there are 2 
hostels within 250 metres of the premises catering for vulnerable people. Due to the premises 
location, the local area profile is something that should be considered when determining this 
application 
 
Given the close proximity of the above, the Licensing Authority is of the view that the premises 
fall within a “sensitive location”.  
 
Location and History of the Premises 
 
Bedford Street is an area of mainly commercial premises with some residential properties, 
between the Strand and Covent Garden. The premises are situated in the basement of 1A 
Bedford Street with entrance at ground floor level. The building is a 5 storey building with offices 
above in a block of mixed uses including retail, offices, leisure and hospitality. Attached is a 
Google map search of the area which is valid from July 2019. (attached at appendix A) 
 
After doing a 250 metre radius search of the premises the Licensing Authority has identified 639 
residents and 35 licences under the Gambling Act 2005, this includes 2 betting shops, 5 non-
commercial society lotteries and 28 gaming machine permits. A further search on our GIS 
mapping has revealed 2 hostels and 5 faith groups.  (attached at appendix B) 
 
The premises are currently licensed as a Betting Shop (William Hill) with a Betting Shop (Other) 
licence under the Gambling Act 2005 from August 2007. There is a Licensing Act 2003 



premises licence for an adjacent premises. 
 
Please could you confirm what is proposed for the existing premises licence, is it proposed that 
this will be surrendered in the event that the proposed application is granted? 
 
Policy considerations 
 
Policy LOC1 of Westminster’s Statement of Licensing Principles for Gambling states that ‘a 
sensitive location is defined as any premises which is within close proximity or on a main route 
to a school, educational institution, hostel or other sensitive locations where there is the 
potential for exposing children, young people or other vulnerable persons to gambling’. The 
proposed location of this new adult gaming centre must be considered as part of this application 
due to the local area profile and its potential to impact upon the promotion of the 3 gambling 
objectives. 
 
Paragraph 27.1 of Westminster’s Statement of Licensing Principles for Gambling states ‘Adult 
gaming centres (AGCs) premises licences allow the holder of the licence to make gaming 
machines available for use on the premises. An AGC premises licence granted after the 13th 
July 2011 may make available for use a number of category B gaming machines not exceeding 
20% of the total number of gaming machines which are available for use on the premises and 
any number of category C or D machines’.  
 
Paragraph 27.2 goes on to state ‘Gaming machines are a form of gambling which is attractive to 
children and AGC’s will contain machines of a similar format to the Category D machines on 
which children are allowed to play. However, no-one under the age of 18 is permitted to enter 
an AGC and applicants must be aware of the location of and entry to AGC’s to minimise the 
opportunities for children to gain access’. 
 
The Licensing Authority notes that within the risk assessment it states that Signage & window 
display not to attract under 18s, and advise under 18’s access is prohibited.  
Can the applicant provide further submissions as to the placement of this signage in the 
windows to show its visibility from outside the premises and explain further what checks will be 
in place in terms of ID checks? Is it proposed for SIA door staff to be present and conduct these 
checks?   
 
Paragraph 27.3 states ‘Because gaming machines provide opportunities for solitary play and 
immediate payouts, they are more likely to engender repetitive and excessive play. The council 
in considering premises licences will specifically have regard to the need to protect children and 
vulnerable persons from harm or being exploited by gambling and will expect the applicant to 
satisfy the authority that there will be sufficient measures to, for example, ensure that under 18 
year olds are not attracted to, or gain access to, the premises.’ 
 
As stated previously the Licensing Authority notes that this premises is situated in close 
proximity to a large number of licensed premises. Due to the nature of those businesses they 
can attract a variety of age groups including the vulnerable. Due to the premises location, the 
local area profile is something that should be considered when determining this application.  
 
Policy AGC1 states ‘Applications will be determined, subject to relevant criteria in policies 
OBJ1, OBJ2, OBJ3 and other polices within the Statement of Licensing Principles for 
Gambling’. 
 
Policy OBJ1 states ‘To prevent gambling from being a source of crime or disorder, being 
associated with crime or disorder, or being used to support crime, the Licensing Authority will 
apply the following criteria and take into account the following considerations, where relevant, in 
determining applications.  
 
Paragraph 11.1 states ‘Whether the premises make or will make a contribution to the levels of 



crime and disorder and whether the applicant has demonstrated that he has, or intends to, 
implement sufficient controls to prevent gambling from being a source of, and/or associated with 
crime or disorder, or being used to support crime, if the application is granted.’ 
 
Paragraph 11.1.1 states ‘Where an area is known for high levels of crime the council will 
consider carefully whether gambling premises are suitable to be located there, and whether 
additional conditions may be necessary, such as the provision of CCTV, minimum levels of 
staffing and licensed door supervisors, etc.’ 
 
Paragraph 11.1.4 states ‘Whether the layout, lighting and fitting out of the premises have been 
designed so as to minimise conflict and opportunities for crime and disorder.’ 
 
Policy OBJ2 states ‘To ensure that gambling is conducted in a fair and open way, the Licensing 
Authority will apply the following criteria and take into account the following considerations, 
where relevant, in determining applications.’ 
 
Paragraph 12.1.2 states ‘Whether sufficient management measures are proposed or are in 
place to ensure that gambling is conducted in a fair and open way.’ 
 
Paragraph 12.1.3 states ‘Whether the management and operation of the premises is open and 
transparent.’  
 
Paragraph 12.1.4 states ‘Whether the operators of the premises have been or will be fully 
cooperative with enforcement agencies.’ 
 
It would be useful for the applicant to provide further information into their operation of other 
licensed premises under the Gambling Act 2005 to obtain an understanding of their 
management and operation of such premises. Again this pertinent point has not been included 
within the applicant submission and therefore clarity is needed.  
 
Policy OBJ3 states ‘To protect children and other vulnerable persons from being harmed or 
exploited by gambling, the Licensing Authority will apply the following criteria and take into 
account the following considerations, where relevant, in determining applications.’  
 
Paragraph 13.1 states ‘Whether there are appropriate measures in place to protect children and 
other vulnerable persons from being harmed or exploited by gambling.’ 
 
Paragraph 13.1.1 asks the Licensing Authority to consider whether the operator has a specific 
training programme for staff to ensure that they are able to identify children and vulnerable 
people and take appropriate action to be reasonably consistent with this objective to exclude 
them from the premises or parts of the premises.  
 
The applicant has stated in the risk assessment that there will be training for staff. Although the 
applicant has advised this, there is no actual content about what measures or training staff 
undertake. Therefore it would be useful for the applicant to provide details of what training staff 
will undertake in terms of identifying vulnerable people and providing sufficient and effective 
support to those people?  
 
The Licensing Authority notes within the risk assessment that the premises will have notices 
and leaflets promoting Gamcare which is a charity supporting those with gambling addictions. 
Information on the following points would be useful in assessing the considerations of 
paragraph 13.1.1 above: 
 

• Does the applicant have a referral scheme in place, in regards to self-exclusion? 
• Is the onus on the individual to self exclude from a premises? If so, how does an 

individual go about this? 
• What links does the premises have with local services to provide support? 



• Will the applicant propose to advertise any promotional material associated with the 
premises? This could encourage the use of the premises by children or young people.  

• How will the applicant control customers from bringing alcohol onto the premises to 
consume whilst gaming? Or entering the premises in an intoxicated state? 

 
Should this application for an Adult Gaming Centre be granted a list of Mandatory Conditions 
will be attached to the licence. These have been included with this representation as Appendix 
C. 
 
The Licensing Authority require the applicant to confirm the number of machines/categories of 
those machines, that will be at the premises. It would also assist if the applicant could provide 
an updated plan showing the location of the machines and the location of CCTV cameras. 
 
The Licensing Authority submit this as a formal representation to this application and look 
forward to receiving further submissions from the applicant on the points raised above 
 
Please see Appendix 3 for supporting documents to the Licensing Authority 
Representation and further submissions to the applicant dated 10 August 2021. 
 



 
 
2-B Other Persons 

 
Name:  

Address and/or Residents Association:  

Received:  
 

05 April 2021 

We strongly object against this application. 

Bedford Street itself is a mixture of commercial premises ranging from bars, cafes/restaurants, a 
hotel, premium spirits retailer, offices and residential dwellings. 

This site was initially occupied for many years by William Hill who have not only closed this site, 
but somewhere in the region of 700 other sites up and down the country and have earlier this 
year reported a loss of £30 million, and understand that according to Business Matters 15th 
January 2021 almost a quarter of betting shops in the UK have closed. Comments made are 
that punters these days can easily hop up online and place bets. 

It makes no sense what so ever for any site on Bedford Street to need to operate 24 hours a 
day , and this will have a grave impact on security worries and anti-social behaviour. The area 
already has an unfortunate homeless presence in and around the area in question. 

An Adult Gaming site will only fuel these matters and cause disrepute throughout the day and 
night. 

Over the years there has been a substantial investment into bringing the Covent Garden 
Experience on to Bedford Street, and an Adult Gaming shop this will only go towards making it 
feel unsafe and may well fuel criminal activity in the area. 
 Name:  

Address and/or Residents Association:  
  

Received:  
 

27 March 2021 

We are writing to contest the gaming license application. A business of this type is completely 
incongruous with the area and surrounding businesses and there is a strong possibility that it 
will bring an undesirable element to the area, attracting the vulnerable. 
There is already a significant amount of homelessness gathering in the area, many with 
dependency issues. An Adult Gaming Centre will only result in more unwanted nuisances. We 
have had a lot of disturbance caused to our business by the rough sleepers who took up 
residence in that doorway before the lock down and having a constant stream of what could 
potentially be a similar undesirable demographic in the street 24 hours a day is not in the 
interests of any of the businesses on Bedford Street. 
The most worrying aspect is that they will have no street presence to control ingress or egress 
and dispersal of their customers - entry is controlled remotely from inside their operation. This 
means they cannot assess the intoxication levels of people as they approach in the street and 
will not be able to make an accurate assessment of their suitability to enter the venue. This will 
inevitably lead to disorder and emergency services attending their site. Coupled with this will be 
all aspects of public disorder brought literally to our doorstep - noise, violence, public urination, 
littering, anti-social behaviour. 
Furthermore, the noise and disturbance from the use of 24 hours gaming machines will have a 



devastating adverse effect on our business due to the fact that our premises is directly adjacent 
to their proposed gaming area. 
We, like our neighbours, have invested heavily in the area and only want to see the area 
prosper and bring in vibrant and desirable clientele not causing disrepair to the Covent Garden 
experience. 
 Name:  

Address and/or Residents Association:  
 

Received:  
 

06 April 2021 

On behalf of  we write to express our concern for the proposed Adult 
Gaming Centre  (AGC) at the basement of 1a Bedford Street.  area is one of 
Westminster’s most diverse hospitality, cultural and visitor destinations, attracting world class 
businesses and visitors to London.  has supported local businesses and 
area enhancement since its inception in 2013. We work closely with Westminster City Council, 
Police, support services, stakeholders and local businesses to create a safe and welcoming 
place for leisure, business and community. The location 1a Bedford Street lies within the West 
End Impact Zone and CAZ which face acute local challenges. We would like to raise concerns 
for the proposed 24-hour AGC which will increase the impact and risk of crime, nuisance and 
disorder. 
 
We are concerned the proposed AGC will increase noise during the night, urination, smoking 
and litter in the area due to the times of operation and limited street surveillance. The proposal 
for remote monitoring of the entrance will not provide suitable ability for the AGC to assess and 
react to the impact on street or of customer behaviour. We would like appropriate management 
of people queuing, readmission and leaving to prevent disturbance or obstruction and ensure 
Bedford Street is safe, attractive and well managed. We are concerned that the application does 
not demonstrate that the AGC will not add to cumulative impact within the West End Cumulative 
Impact Zone. Westminster City Council’s, policy Statement for Prevention of Public Nuisance 
Policy (PN1) requires that businesses suitably minimise and controlling noise from customers 
arriving at the premises, and departing from it including noise and other nuisance caused by 
customers’ transportation and how dispersal is managed. 
 
We are keen to support the local economy by encouraging new businesses to open which are 
also appropriately operated for the West End Impact Zone. We would welcome more 
engagement for the  local stakeholders to ensure the appropriate management is place which 
balance between the needs of the operator and the needs of the local community including local 
businesses, workers, residents. 
 Name:  

Address and/or Residents Association:   

Received:  
 

05 April 2021 

Please see Appendix 3 for Full Representation and Supporting Documents. 

 



 
 
3.  The Gambling Act 2005  
 
3.1  The Licensing Authority must under Section 153(1) of the Act exercise its functions 

relating to premises licensing with an aim to permit the use of the premises for gambling 
in so far as it thinks fit and in accordance with the relevant codes of practice, guidance, 
reasonably consistent with the licensing objectives and in accordance with the Council’s 
Statement of Principles.    

  
3.2  The Licensing Authority can take into account a representations relating to an 

application for a premises licence from either an interested party (a person living 
sufficiently close to the premises to be likely to be affected by the authorised activity or 
has a business interest that may be affected or represents persons in either of these two 
groups) or a responsible authority (Licensing Authority, Gambling Commission, Police, 
Fire Authority, Environmental Health and HM Revenue and Custom).  Any 
representations must be relevant and not frivolous or vexatious.    

  
3.3  Section 152 of the Act provides that a premises licence may not be issued in respect of 

premises if a premises licence already has effect in relation to the premises, except for a 
track premises licences. The Explanatory Notes for section 152 state “The general 
position for premises licensing is that premises may only be subject to one premises 
licence at a time… The effect of this requirement is to limit the principal activity on the 
premises to the provision of facilities for a particular type of gambling activity.”  

  
3.4  The Act, via regulations also imposes mandatory and default conditions that promote the 

licensing objectives.  A list of these Mandatory and Default conditions are attached at 
Appendix 5 to this report.    

 
3.5  A premises licence issued by the Authority will be subject to the mandatory and default 

conditions for that licence type.  However, paragraph 9.27 of the guidance states;  
  
   Section 169 of the Act gives licensing authorities:  
  

”The ability to exclude from premises licences any default conditions that have been 
imposed under Section 168;” and ”The power to impose conditions on the premises 
licences that they issue.”  

 
  



 
4. Policy & Guidance 

 
The following policies within the City Of Westminster Statement of Licensing Policy apply: 
 
Policy OBJ1 applies To prevent gambling from being a source of crime or disorder, being 

associated with crime or disorder, or being used to support crime, 
the Licensing Authority will apply the following criteria and take into 
account the following considerations, where relevant, in determining 
applications and reviews:   

Considerations: 

1. Where an area is known for high levels of crime the council will 
consider carefully whether gambling premises are suitable to be 
located there, and whether additional conditions may be necessary, 
such as the provision of CCTV, minimum levels of staffing and 
licensed door supervisors, etc.    

2.  Whether there is a history of crime or disorder associated with 
the premises or its use by those involved in crime to associate or 
dispose of the proceeds of crime.    

3.  Whilst issues of nuisance are not included specifically in the 
gambling objectives, the council may consider, when making 
decisions on the applications for premising licenses, that extreme 
instances of public nuisance and persistent public nuisance may 
constitute disorder and criminal offences.   

4.  Whether the layout, lighting and fitting out of the premises have 
been designed so as to minimise conflict and opportunities for crime 
and disorder.   

5.  Whether sufficient management measures are proposed or are in 
place to prevent the premises being a source of, or associated with 
crime or disorder, or used to support crime either as a place of 
association or to avoid apprehension.     

Policy OBJ2 applies: To ensure that gambling is conducted in a fair and open way, the 
Licensing Authority will apply the following criteria and take into 
account the following considerations, where relevant, in determining 
applications and reviews: 

Considerations:  

1.  Whether the layout, lighting and fitting out of the premises have 
been designed so as to ensure gambling is conducted in a fair and 
open way.   

2.  Whether sufficient management measures are proposed or are in 
place to ensure that gambling is conducted in a fair and open way.   

3.  Whether the management and operation of the premises is open 
and transparent.     

4.  Whether the operators of the premises have been or will be fully 



cooperative with enforcement agencies.   

5.  Whether the Commissions Codes of Practice have been 
complied with. 

Policy OBJ3 applies: To protect children and other vulnerable persons from being harmed 
or exploited by gambling, the Licensing Authority will apply the 
following criteria and take into account the following considerations, 
where relevant, in determining applications and reviews. 

Considerations:   

1.  Has the operator a specific training programme for staff to ensure 
that they are able to identify children and vulnerable people and take 
appropriate action to be reasonably consistent with this objective to 
exclude them from the premises or parts of the premises.   

2.  If the premises is an adult only environment has the operator 
taken effective measures to implement an appropriate proof of age 
scheme to ensure that no one under the age of 18 is admitted to the 
premises or restricted areas.   

3.  Whether the layout, lighting and fitting out of the premises have 
been designed so as to not attract children and other vulnerable 
persons who might be harmed or exploited by gambling.   

4.  Whether sufficient management measures are proposed or are in 
place to protect children and other vulnerable persons from being 
harmed or exploited by gambling.  

5.  Whether any promotional material associated with the premises 
could encourage the use of the premises by children or young 
people. 

Policy AGC1 applies: Applications and reviews will be determined, subject to the relevant 
criteria in policies OBJ1, OBJ2, OBJ3 and other policies within this 
statement. 

Policy LOC1 applies: Applicants for new or variation applications of premises licences 
within a sensitive location must include detailed information as to 
how the proposals will be reasonably consistent with the gambling 
objectives and policies OBJ1, OBJ2 and OBJ3 A sensitive location 
is defined as any premises which is within close proximity or on a 
main route  to a school, other educational institution, hostel or other 
sensitive locations where there is the potential for exposing children, 
young people or other vulnerable persons to gambling.  

 



 
5.  Gambling Commission Guidance  
 
5.1  The Gambling Commission have produced guidance for local authorities in relation to 

the 2005 Act.  The information in this section of the report relates to the relevant points 
within the Guidance which members may wish to consider.   

 
5.2  Paragraphs 7.5 of the GLA describes what may be considered as a premises, it states 

that:  
  

“…There is no reason in principle why a single building could not be subject to more 
than one premises licence, provided they are for different parts of the building, and the 
different parts of the building can reasonably be regarded as being different premises. 
This approach has been taken to allow large, multiple unit premises such as pleasure 
parks, tracks, or shopping malls to obtain discrete premises licences, where appropriate 
safeguards are in place. However, licensing authorities should pay particular attention if 
there are issues about sub-division of a single building or plot and should ensure that 
mandatory conditions relating to access between premises are observed.”     

  
5.3  Paragraph 7.32 of the GLA states:  
  
  “…they [Licensing Authorities] should be aware of the following:   

“Entrances to and exits from parts of a building covered by one or more premises 
licences should be separate and identifiable so that the separation of different premises 
is not compromised and people do not ‘drift’ into a gambling area. In this context it 
should normally be possible to access the premises without going through another 
licensed premises or premises with a permit customers should be able to participate in 
the activity named on the premises licence.’ 

  
5.4  Paragraph 7.33 of the GLA sets out factors that the Licensing Authority can use to assist 

in determining whether premises are truly separate.  These factors may include:  
• Is a separate registration for business rates in place for the premises? 
• Is the premises' neighbouring premises owned by the same person or someone 

else? 
• Can each of the premises be accessed from the street or a public passageway? 
• Can the premises only be accessed from any other gambling premises? 

5.5  The Gambling Commissions Guidance to Licensing Authorities (GLA) states in 
paragraph 7.20 that “The Gambling Act 2005 (Mandatory and Default Conditions) 
Regulations set out the access provisions for each type of premises. The broad principle 
is that there can be no access from one licensed gambling premises to another, except 
between premises which allow access to those under the age of 18 and with the further 
exception that licensed betting premises may be accessed from other licensed betting 
premises. Under-18s can go into FECs, tracks, pubs and some bingo clubs, so access is 
allowed between these types of premises.”  

  
5.6  Paragraph 7.21 of the GLA states: “It should be noted that the Gambling Act 2005 

(Mandatory and Default Conditions) Regulations define street as ‘including any bridge, 
road, lane, footway, subway, square, court, alley or passage (including passages 
through enclosed premises such as shopping malls) whether a thoroughfare or not’. This 
is to allow access through areas which the public might enter for purposes other than 
gambling, for example, access to casinos from hotel foyers.”  

  



5.7  Paragraph 7.22 of the GLA states “There is no definition of ‘direct access’ in the Act or 
regulations, but licensing authorities may consider that there should be an area 
separating the premises concerned, for example a street or cafe, which the public go to 
for purposes other than gambling, for there to be no direct access.” 

  
5.8 The Committee can, if it feels minded impose conditions on the premises licence.  

Paragraph 9.28 of the Guidance states that   
  

“Licensing authorities should make decisions on conditions on a case-by-case basis, 
and in the context of the principles of s.153. They must aim to permit the use of 
premises for gambling and so should not attach conditions that limit their use except 
where it is necessary in accordance with the licensing objectives, the Commission’s 
codes of practice and this guidance, or their own statement of policy.” 

  
5.9  The guidance goes further to state that authorities should not turn down applications for 

premises licences where relevant objections can be dealt with through the use of 
conditions.  If the authority does decide that the only way to address a particular concern 
is through conditions it must be proportionate to the circumstances which they are 
seeking to address.  

  
5.10  The guidance encourages licensing authorities to ensure that premises licence 

conditions are relevant to the need to make the proposed building suitable as a 
gambling facility, directly related to the premises and the type of licence applied for, or 
fairly and reasonably related to the scale and type of the premises and reasonable in all 
other respects (see paragraph 9.31 of the guidance).   

 
5.11  Local authorities are also prevented from attaching conditions relating to certain matters.  

Paragraph 9.32 of the guidance sets out the relevant sections of the Act where 
conditions may not be imposed.    

  
   “…The relevant sections are:   

• s.169(4) prohibits a licensing authority from imposing a condition on a premises licence 
which makes it impossible to comply with an operating licence condition 

• s.172(10) provides that conditions may not relate to gaming machine categories, 
numbers, or method of operation 

• s.170 provides that membership of a club or body cannot be required by attaching a 
condition to a premises licence (the Act specifically removed the membership 
requirement for casino and bingo clubs and this provision prevents it being reinstated) 

• s.171 prevents a licensing authority imposing conditions in relation to stakes, fees, 
winnings or prizes. 

6.   The Council’s Statement of Principles  
 
6.1  The Licensing Authority’s Statement of Principles set out the council’s policy 

considerations in relation to applications made under the Gambling Act.  The Statement 
reemphasises the Authority’s position in relation to Section 153 of the Act and sets out 
the principles and policies that the Authority will adopt when considering and 
determining Gambling Act applications.  

  
6.2  The Council’s Statement or Principles location policy (LOC 1) sets out that the authority 

will pay particular attention to the suitability of a location for gambling activity in terms of 
the objective of the protection of children and vulnerable persons from being harmed or 
exploited by gambling.  It is the authority’s view that the applicant should establish if 
there are any sensitive premises or locations within close proximity to the proposed 
gambling premises.  Applicants should, in addition to their application submit information 



as to how they plan to promote this objective.  A plan showing the location of schools, 
places of religious worship and hostels within a 250 metre radius of the premises is 
attached to this report as Appendix 6.  

 
6.3  The Council’s Policy relating to Preventing gambling from being a source of crime or 

disorder, being associated with crime or disorder or being used to support crime (OBJ1) 
sets out the criteria as to whether the premises make or will make a contribution to the 
levels of crime and disorder and whether the applicant has demonstrated that he has, or 
intends to, implement sufficient controls to prevent the premises being a source of, 
and/or associated with crime or disorder, or being used to support crime, if the 
application is granted”.  

  
6.4  The Council’s policy relating to the Protection of children and other vulnerable people 

from being harmed or exploited (OBJ 3) sets out the criteria that the authority will 
consider when determining an application.  The authority will have to be satisfied that 
the applicant has appropriate measures in place to protect children and other vulnerable 
persons from being harmed or exploited by gambling.    

 
7.  Options for Members  
 
7.1   When determining the application the Committee will need to consider the Gambling Act 

2005, the relevant Guidance to Licensing Authorities, the policies contained within the 
Council’s Statement of Principles and the licensing objectives.  

  
7.2   Section 152 of the Act provides that a premises licence may not be issued in respect of 

premises if a premises licence already has effect in relation to the premises, except for a 
track premises licences.  However, this section does not prohibit the Licensing Authority 
from determining the application.   

  
7.3  Members need to be satisfied that if the application were to be granted there would be 

no breach of mandatory conditions and the granting of the application would not have a 
detrimental impact on the licensing objectives. 

 
8. Equality Implications 
 

The Council in its capacity as Licensing Authority has a duty to have regard to  
its public sector equality duty under section 149 of the Equality Act 2010. In  
summary, section 149 provides that a Public Authority must, in the exercise of  
its functions, have due regard to the need to:  

 
(a) eliminate discrimination harassment, victimisation and any other conduct that 
is prohibited by or under this Act;  
(b) advance equality of opportunity between persons who share a relevant 
protected characteristic and persons who do not share it; and  
(c) foster good relations between persons who share a relevant protected 
characteristics and persons who do not share it.  

 
Section 149 (7) of the Equality Act 2010 defines the relevant protected characteristics as 
age, disability, gender reassignment, marriage and civil partnership, pregnancy and 
maternity, race, religion or belief, sex, and sexual orientation. 



 
9. Appendices 

 
Appendix 1 
 

Premises plans 

Appendix 2 Applicant Supporting Documents  
 

Appendix 3 
 

Licensing Authority supporting documents 

Appendix 4 Full Representation 
 

Appendix 5 
 

Premises history 
 

Appendix 6 
 

Proposed conditions 

Appendix 7 Residential map and list of premises in the vicinity 
 

 
Report author: Jessica Donovan 

Senior Licensing Officer 
Contact: Telephone: 0207 641 6500 

Email: Jdonovan@westminster.gov.uk 
 

 



 
 
 
If you have any queries about this report or wish to inspect one of the 
background papers please contact the report author. 
 
Background Documents – Local Government (Access to Information) Act 1972 
 

1 Gambling Act 2005 N/A 
 

2 Statement of Principles for gambling in Westminster 31 January 2019 
3 Gambling Act 2005 (Premises Licence and 

Provisional Statements) Regulations 2007 
N/A 

4 Guidance to Licensing Authorities April 2021 
5 Gambling Commission Licence conditions and codes 

of practice 
March 2011 

6 Metropolitan Police Service Representation  01 April 2021 
7 Licensing Authority Representation 06 April 2021 
8 Representation 1 05 April 2021 
9 Representation 2 27 March 2021 

10 Representation 3 06 April 2021 
11 Representation 4 05 April 2021 
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LUXURY
LEISURE
NOVOMAT IC GSOUP

1Oth March 2021

Westminster Clty Council
Licensing Service
1Sth Floor City Hall
64 Victoria Street
London
SWlE 6QP

By e-mail only:-
qamblinq@westminster.qov. uk
licensi nq@westmi nster.qov.uk

Dear Sirs

Re: Gambling Act 2005 ("the Act")
Application for an Adult Gaming Centre Premises Licence ('AGC') for
Admiral, 1A Bedford Street, London, WC2E 9HH ("the Premises")
Applicant - Luxury Leisure

We wish to apply for an AGC premises licence to operate an AGC at 1A Bedford Street, London,
WC2E 9HH (the "Premises") and enclose an application. As you know, the site was previously
operated by William Hill as licensed betting premises.

You have confirmed that you are happy to receive thls application by e-mail

Together with its sister company Talarius Limited, Luxury Leisure is the largest operator of
AGCs and FECs in the UK. We are long established and now part of the global Novomatic
Group of companies. We have an historic record of effective and responsible management
throughout Great Britain, including across London. We are founder members of the industry
kade association BACTA, where I am past Chairman of the AGC division and am the current
Chairman of its Social Responsibility committee.

We have a good relationship with GambleAware to whom we make substantial annual
contributions towards research, education and the treatment of gambling harm.

We place a high premium on excellent staff training which is refreshed regularly and the grant
to Luxury Leisure of its operating licence evidences the Gambling Commission's satisfaction
with its integrity, competence, finances and operating model. All required personal management
licences (including but not limited to those for every director, regional manager and area
manager, as well as for our Head of Compliance) are in place and maintained centrally.

We have been audited by the internationally recognised expert body, Global Gambling
Guidance Group (G4) and are proud to have been the first land-based UK operator to have
gained its accreditation for Responsible Gambling.

-1-
Company number 02448035

Registered office r Fifth Avenue Plaza, Oueensway. Team Valley Trading Estate Gateshead' Tyne & Wear' NE I 1 oBL. rel. 0191 497 8200

Our Ref: EJS/TCR/GA0S - New AGC

I write further to our previous emails.



As with all of our other 230 sites, the operation of the Premises will be fully compliant with
applicable legislation including the relevant mandatory and default conditions set out in the
Gambling Act 2005 (Mandatory and Default Conditions) Regulations 2007.

Our operations at the Premises will reinforce the licensing objectives and in particular in the
following ways: -

1. Prevent oamblinq from bein o a source of crime or disorder, beinq associated with crime

a)

b)

or disorder or beinq used to suooon crime

A Local Risk Assessment (enclosed) has been prepared for the site using local
knowledge, details provided in the Statement of Licensing Principles for Gambling,
the Geofutures 2015 and 2016 reports with updated area vulnerability maps and
an additional third party mapping tool.

The Premises will have a fully up to date CCTV system with records kept for an
appropriate length of time and signage to indicate the presence of the system. I

refer you to the details of lhe Local Risk Assessment.

Our operating model is that staff circulate throughout the venue floor and actively
supervise and interact with customers.

d) All our staff will be provided with local and emergency contact details for
emergency services and these will be displayed clearly in the office areas of the
Premises.

0

e) We will as appropriate consult with a Crime Reduction Officer within the local
police team and are happy to hold regular security reviews with them.

Our cash handling processes are detailed, safe and secure and all staff are trained
in recognising individuals who might be under the influence of drink or drugs

9) We provide a safe system for payment of winnings. The majority ofthe machines
in the Premises will be "ticket in ticket out" (TITO), which is a system that gives

tickets on winning, which can be redeemed for cash at the customer's
convenience and time of choosing.

The Premises will have adequate lighting inside and out and fit out will allow clear
lines of sight.

c)

h)

i) Staffwill be provided with portable alarm activators

2. Ensure that qamblino is conducted in a fair and open waY

As you are aware, adherence to this licensing objective is primarily a matter for the
Gambling Commission and the operator. The Gambling Commission granted Luxury

Leisure an operating licence for the relevant activities as soon as the regime was

implemented in 2007. Nonetheless, I confirm that as above, the layout and lighting will

ensure clean lines of sight and trained staff will actively circulate and supervise the venue.

-2 -



Furthermore, wherever we trade in the country, we operate in an open and transparent
way, with hands on management by trained and experienced staff; with high levels of
senior management by Area and Regional managers overseen by Operation Directors
and our Compliance teams.

3. Protect children and other vulnerable persons from beinq harmed or exoloited bv
qamblinq

a) I refer to the LRA prepared with the data detailed above

b)

c)

d)

e)

f)

As with all of our national AGC operations we will operate a Think 25 policy at the
Premises. Training on this policy will be given to all members of staff and
refreshed regularly.

Plainly, alcohol is forbidden on the premises and we will not allow those under the
influence of alcohol or drugs in the venue.

Appropriate amounts of problem gambling leaflets and posters will be available on

the Premises, both within the gaming areas and for collection in more discreet
locations, such as the toilet areas.

-3-

s)

Staff will be trained in relation to customer interaction and records of customer
interactions will be maintained. Our staff are trained in recognising customers who
may be experiencing difficulties or stress and are able to signpost individuals to
external support services as partofsuch an interaction. ldeal further with training
generally as a separate item below.

As we do at all of our AGC sites in accordance with our operating licence
conditions, we will offer self-exclusion to customers who experience difficulties
with gambling. We are members of a multi-operator self-exclusion scheme for
AGCs administered by BACTA. At the end of any self-exclusion period, the self-
exclusion will remain in place for a further 6 months unless the customer takes
positive action in order to gamble again. Furthermore, our policies go beyond the
requirements of our licence conditions in that following the expiry of the further 6-
month period, the customer will be given one day to cool off before being allowed
to access gambling facilities, regardless of when they choose to gamble again (ie

not just within the 6-month period following the end of the self-exclusion period as
set out in the LCCP). ln any event, when the customer makes a request to return
to gambling, a meeting will first be held with a trained member of staff before re-

admittance is agreed and again, this will apply regardless of when the customer
seeks to return to gamble.

We retain the services of a recognized third party independent test purchasing

organisation, Serve Legal, to conduct unannounced test purchases at all of our

age restricted sites and this will apply to the Premises. The results are reported

tothe relevant local authority and to the Gambling Commission. We have a higher
"pass rate" than the industry average, and any issues are investigated promptly

and dealt with.



h) Any promotional material will not encourage the use of the premises by children
or young people. This will be an AGC and we have no interest in attracting anyone
other than adults to our AGC sites.

We are proud to subscribe to the Gamblewise tool which uses beacon technology
to allow the customers to set alerts and reminders if they want to limit their time
spent or visits to us. Thas is made available by us to our customers free of charge.

We have a training module that deals with Child Sexual Exploitation and staff at
this venue will be required to complete this training.

i)

i)

ln terms of training generally, our staff are provided with detailed training on induction and this
is refreshed at regular intervals. Training covers a wide range ofareas including legislative and

licence requirements and matters of social responsibility (such as categories and numbers of
gaming machines; stakes and prizes; age verification procedures; identification of and

interaction with vulnerable persons; and signposting;) and is provided both face to face and

through our bespoke online training academy.

ln compliance with applicable Gambling Commission machine technical standards, the details

of return to player percentages are provided for each game.

Finally, amongst the notices on the Premises and in compliance with legislation, there will be

notices displayed in a prominent place at the entrances to the Premises stating that no persons

under the age of 18 will be permitted to enter and that the consumplion of alcohol will not be
permitted on the Premises at any time.

COVID 19 Secure

ln addition to the above details. we are of course in unusual times and are currently not permitted

to open AGCS. Nonetheless, we have since the outset of the pandemic had in place a detailed

Covid'19 risk assessment for each of our individual venues for use when they have been, and

will be, permitted to open and those are in accordance with current government guidelines and

BACTA Guidance; all staff have undergone bespoke training and each of our venues have been

rearranged to enhance social distancing. Hand sanitisers are in place at the entrance and in the
venues; customers have their temperature checked on entry and are refused entry if it is above

the acceptable level; staff wear face masks and face masks are offered to customers; machines

and touch points are cleaned at frequent intervals; portable Perspex screens are placed

between machines where appropriate and machines can be put out of use depending on

customers' movements; customers' details are obtained be{ore entry; and full signage is

displayed. Measures will obviously be updated as regulations and guidance change.

I trust that the above will provide you with the information you require to process the application,
but if anything furlher is required, please let me know.
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. an application form;

. Social Responsibility Policies and Procedure documents;

. a drawing referenced BSL 002. You will see that the drawing is coloured to show the
boundary of the premises marked red and the gaming machine area marked green. We

draw your attention to the notes on the drawing; and

. a Local Risk Assessment for the sile. Asyouwill note, ithas been prepared as if wewere
trading at the Premises.

You have agreed that we can make payment remotely. Would you please contact us on receipt

of this application so we can make payment by telephone? Tracey Rose can be contacted on

I confirm that within 7 days of the date on which the application is made the Responsible
Authorities (details of which have been kindly confirmed by your licensing officers) will be served

with notice of the application in statutory form. The requisite press notice will be published in
the West London Gazette within 10 working days, starting on the day afrer the date the
application is made. The requisite site notice will, from the date on which the application is
made, be displayed for 28 consecutive days, again in accordance with regulations.

We wiil contact you in early course to discuss the application in more detail and to answer any
outstanding questions.

ln the meantime, please acknowledge receipt of the application and confirm that it is in order.

On the basis of the above, I accordingly enclose:-

Yours faithfully

Elizabeth Speed
Group General Counsel
Novomatic UK
for Luxury Leisure

   
  

Enclosures
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Adult Gaming Centre Local Risk Assessment 

Premises 

Premises Name: Admiral  
Premises Address: 1a Bedford Street, Westminster, London 
Premises Post Code: WC2E 9HH 
Premises Licence 
Number: 

TBC  

Category of Premises: AGC 
 

Company 

Operating Company: Luxury Leisure 
Operating Licence 
Number: 

LL – 1876 
 

Assessment Writer 

Name of Person Writing this Assessment: Shaun Hooper 
Position within Company or Name of Authorised 
Agent: 

Regional Operations Director 

Date of this Assessment February 2021 
Date that Original Assessment was Written February 2021 
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The Gambling Act 2005 – The Licensing Objectives 

 

The Gambling Act 2005 sets out three licensing objectives (LO), which are: 

(A) Preventing gambling from being a source of crime or disorder, being associated with crime or disorder or being used to support crime; 
(B) Ensuring that gambling is conducted in a fair and open way; and  
(C) Protecting children and other vulnerable people from being harmed or exploited by gambling. 

 

This document seeks to identify and assess the risk to these objectives that our operation may pose in accordance with Code Provision 10.1.1 
of the Gambling Commission’s License Conditions and Codes of Practice (LCCP).  The assessment will also set out measures employed to 
mitigate the identified risks. 

 

Independent Accreditation 
Luxury Leisure Talarius have attained the prestigious Global Gaming Guidance Group (G4) accreditation.  This is only awarded after a rigorous 
audit of the company’s safer gambling measures.  Furthermore, ongoing accreditation requires reassessment every 2 years.   
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Local Area and Site Profile 
The AGC is situated in Bedford Street immediately north of The Strand in the area of Westminster Borough known as Covent Garden.  The 
area is city centre urban and densely populated with retail, leisure and hospitality venues.  There are high street banks nearby and in the wider 
vicinity which have ATM facilities.  There are a small number of licensed betting offices in the area but few in the immediate vicinity.  There is 
not a cluster of gambling premises in this location but there is near the periphery of the 500 metre radius used in this assessment, toward 
Charing Cross Road and Leicester Square.  Here there are a number of Casinos, LBOs and AGCs in an area where there is a concentration of 
leisure facilities of world renown. 

There are a large number of premises licensed for the sale and consumption of alcohol within the 500 metre radius and several in the 
immediate vicinity of the premises including one bar, Mr Fogg’s Society of Exploration, next door and the Port House, the Porterhouse and All 
Bar One very close by. 

There are no schools for children of secondary school age nearby.   

The Strand is an extremely busy main thoroughfare connecting Westminster and the city of London and so the surrounding area has high 
vehicular and pedestrian traffic.  This includes a number of London Bus routes that pass along The Strand and Charing Cross rail station is 
close by as are several extremely busy London Underground Stations.   

Like any city centre location and in particular because of its size and importance, Westminster has a ‘bright lights’ effect, attracting the 
vulnerable.  There are some facilities nearby for those with dependency issues and more in the wider area.  There are also a number of places 
of worship where it is acknowledged that the vulnerable often tend to congregate. 

(Please see accompanying ‘Risk Map’, a product of our bespoke open source mapping tool). 

The venue itself has a single door entrance/exit at street level to the front onto Bedford Street, a doorway which leads to a short landing and 
then stairway down to the gaming area which is entirely located at basement level.  The meet and greet station is located prominently, giving a 
clear line of sight to the entrance to the gaming area. Furthermore, a CCTV monitor situated at this station allows staff to view and monitor the 
street level entrance.  The Venue will offer machines of category D, C and B3 with stakes ranging from 10p to a maximum £2. The venue does 
not offer VIP or loyalty schemes. 

There are no known local problems with crime or anti-social behaviour specifically linked to gambling but the area itself does have high levels of 
crime and no doubt the prevalence of tourists and those using the leisure and hospitality facilities contributes significantly to this.  The day time 
population swells from the 230,000 residents to over 1 million with those who work and socialise within the borough’s boundaries.  In January 
2021 the highest three crime types in Westminster were Violence against the person at 496, Theft (other) 471 and offences involving vehicles 
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of 190.  In the Covent Garden Safer Neighbourhood Area where the venue is located, however the highest crime type was Theft (other) at 13 
offences, Violence Against the Person at 11 and Criminal Damage and Arson offences at 6.  This data is the most recent available at the time 
or writing this document but was in a period of national lockdown.  The same period from the previous year, January 2020, is perhaps a more 
accurate reflection of the crime issues in the area with Theft (other) as clearly the most prevalent offence type at 257 followed by Violence 
Against the Person at 18 and Public Order Act offences of 18.  (Source: Met Police website crime data dashboard). 

Although we do not currently trade in Westminster, our regulatory return data for the many other venues we trade in a number of London 
boroughs does not reflect any specific problems associated with consumer complaints, the need to call police for assistance or attempts by 
children and young persons to enter the premises. 

The venue trades 7 days per week, for 24 hours per day. Night trading has the additional support of dedicated, trained night staff and an 
access control system, allowing staff to monitor and operate the street level door remotely to allow or refuse entry as appropriate. 

The local authority statement of principles (SOP) in relation to the Gambling Act 2005 has been considered in the completion of this 
assessment.   The statement does not offer specific guidance on the geographic extent to be considered when completing this assessment and 
so in completing this assessment a radius of 500 metres has been used.  In our experience this is far in excess of any Local Authority 
Guidance that does deal with Geographic extent but we also acknowledge that Westminster is a complex, densely urban and populated area.   

The SOP recognises the significant requirements of the LCCP placed on operators to promote safer gambling and to prevent harm by 
supporting customers through implementing mandatory measures such as self-exclusion and signposting to sources of help.  It also sets out its 
expectations with regards Local Risk Assessments which is detailed and has been considered in the completion of this assessment.  The 
statement asks that operators consider its ‘Guide to Undertaking Local Gambling Risk Assessments’ but this document can no longer be found 
on its website.   

In 2015 Westminster partnered with Manchester City council to research area based vulnerability to gambling related harms.  The document 
‘Exploring area-based vulnerability to gambling-related harm: Who is vulnerable? Findings from a quick scoping review’ has been considered in 
the completion of this assessment.  In addition to the reports, Geofutures has produced an online map case tool so that interested parties can 
look more closely at the gambling-related harm risk.  The mapping tool has been used in the completion of this assessment and the location of 
this venue has a score of 28.6. 
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Risk Identification LO Level of 
Risk 

Impact Risk Management Reviewed 

Children entering site 
unnoticed. (The premises 
have a shared fire exit with a 
Boots store meaning, in the 
event of a fire, people could 
exit the building by entering 
our premises through one fire 
exit door and then leave 
through another.  There is 
therefore a low level risk of a 
young person entering the 
gaming area from the shared 
fire exit). 
 
 
 

C Low Severe to business. 
Severe to child. 

- Clear ‘Over 18’ signage is displayed, visible 
from outside and also in the entrance to the 
AGC. 

- All staff are trained in on the topic of Safer 
Gambling as part of their induction and are 
provided with regular refresher training. 

- The company operate a ‘Think 25’ policy in 
which all staff are trained at induction and 
regular refresh training. 

- The layout of premises is considered in staff 
numbers and deployment.  A minimum of 2 staff 
are rostered on duty at any one time.  Breaks 
and shift changes are planned to take account 
of this requirement.     

- Staff deployed to specific zones for which they 
have responsibility. 

- The shared fire exit is covered by CCTV and is 
fitted with an audible alarm that activates to alert 
staff when it is opened outside of a fire alarm 
activation. 

- Machine layout takes into consideration lines of 
site to the entrance stairway. 

- The entrance is monitored by CCTV and an alert 
system so that individuals cannot loiter inside 

February 
2021 

Children enter site with 
adult. 
 
 

C Low Severe to business. 
Moderate to child. 

February 
2021 

 
Children enter site and 
play before being noticed. 
 
 

C Low Severe to business. 
Severe to child. 

February 
2021 

Children enter site and 
play where age is 
misjudged. 

C Low Severe to business. 
Severe to child. 

February 
2021 

Age verification is not 
sought. 
 
 

C Low Severe to business. 
Severe to child. 

February 
2021 
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Young person wearing face 
covering is not challenged 
for verification of age. 

C Low Severe to business. 
Severe to child. 

the entrance without staff knowing and 
challenging them.   

- The meet and great station is positioned to give 
line of sight to the entrance stairway. 

- CCTV cameras positioned to cover all parts of 
the premises but specifically the entrance and 
secluded parts of the premises. 

- A ‘live-monitored’ hold-up alarm system has 
been installed to provide additional security and 
assist staff manage the premises.  Trained staff 
at a monitoring station are able to see and 
communicate with venue staff via speakers and 
mics.  They can warn and challenge poor 
behaviour and call in police if required.  This 
system has the added advantage of a zero false 
alarm rate as alarm activations are verified by a 
trained operator before being routed to police. 

- Posters and displays of acceptable identification 
on site for staff. 

- Luxury Leisure/Talarius use independent test 
purchasing operations. All venues are tested at 
least twice in a rolling 12-month period to a 
Think 25 standard. 

- The venue is installed with iBeacon technology 
able to work with the ‘Gamblewise’ app which is 
free for our customers to download and use to 
assist them manage their time spent gambling. 

- Stringent disciplinary procedures for failures 
identified through age verification testing. 

February 
2021 

Children knowingly 
allowed to play. 
 

C Low Severe to business. 
Severe to child. 

February 
2021 

Children vulnerable to 
sexual exploitation by 
customers. 

C Low Severe to business. 
Severe to child. 

February 
2021 

Those made vulnerable 
through abuse of drugs 
and/or alcohol having 
access to gambling. 
Those considered to be 
vulnerable, having access 
to gambling. (We adopt a 
broad definition of 
‘vulnerable’ to include but 
not limited to those 
suffering from mental 
illness, recently bereaved, 
suffering from long-term or 
terminal illness, difficulty 
communicating, learning 
disability, substance 
misuse or addiction, 
breakdown of close 
personal relationships etc). 
 
In the document ‘Exploring 
area-based vulnerability to 
gambling-related harm: Who 
is vulnerable? Findings from 
a quick scoping review’ the 
vulnerable are given an 
equally broad definition of 
‘Stakeholders identified 
youth, students, those with 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 
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mental health problems, 
substance 
use/misuse issues, learning 
difficulties, certain ethnic 
groups, migrants, the 
homeless, 
those with constrained 
economic circumstances or 
living in deprived areas, 
prisoners, 
older people, those with 
certain personality traits and 
women as potentially 
vulnerable 
to harm. Problem gamblers 
were considered vulnerable 
as they were already 
experiencing harm’ 

- Social Responsibility returns data reviewed 
through submissions from Area Managers to 
National Compliance Manager. 

- All social responsibility returns data subject to a 
quarterly compliance review. 

- Staff log all attempts to enter by young persons. 
- Staff have been trained to ask a customer to 

lower a face covering if necessary, this has the 
effect of allowing staff to adjudge the apparent 
age of all customers and if necessary challenge 
for verification by the presentation of ID. 

- All staff will complete the company training 
module on CSE. 

      
Failure to provide 
information to players on 
responsible gambling. 
 
 
 

C Low Severe to business 
Severe to customer 

- A responsible gambling message is displayed at 
all positions where gaming is possible through 
posters, leaflets and stickers on machines. 

- Responsible Gambling Poster or leaflet holder 
adjacent to desk from which a PDQ Machine is 
operated. 

- Poster/Leaflet designs to incorporate QR codes 
for GAMCARE, Playnice.org and Gambleaware 
contact information. 

- Responsible Gambling information stickers on 
all machines. 

- Compliance Audit function performed by Area 
Manager and also through Regional Field 
Auditors and Regional Security Managers. 

February 
2021 

Failure to provide 
information in a suitable 
format. 
 
 
 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 



  
 

8 
 

- Luxury Leisure Talarius have attained the Global 
Gaming Guidance Group (G4) accreditation for 
our responsible gambling measures. 

      
Failure to recognise signs 
of problem gambling. 
 
 
 

C Low Severe to business 
Severe to customer 

- Detailed training incorporating guidance on 
identifying problem gambling, procedure for 
interaction and sources of help. 

- Clear policy to detail the procedure for 
interaction and level of staff that can ‘intervene’. 

- New ‘Stay in control leaflets’ with QR codes to 
Playnice.org and GAMCARE and Gambleaware. 

- All recorded SR data subject to a quarterly 
compliance review by senior management. 

- Staff have been trained to ask a customer to 
lower a face covering if necessary This has the 
effect of allowing staff to adjudge the apparent 
age of all customers and if necessary challenge 
for verification by the presentation of ID and also 
to identify if a customer attempting to enter is 
self-excluded. 

- Screens are available to create a barrier when 
2M social distancing is not practicable but are 
not floor to ceiling and are not deep enough so 
as to enclose a machine position, they simply 
divide it from the adjacent machines.  Staff can 
continue to monitor their customers. 

- The screens are portable, on their own foot, and 
therefore can be moved by staff so as not to 
create enclosed machine positions in a venue. 

February 
2021 

Failure to interact with 
customer displaying signs 
of problem gambling. 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 

Screens erected as part of 
measures to be ‘COVID 
Secure’ preventing staff 
from being able to 
effectively monitor players 
in relation to Age 
Verification, customer 
interaction and self-
exclusion. 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 

Failure to sign-post 
customer to help and 
support. 
 
 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 
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Failure to properly 
administer self-exclusion. 

C Low Severe to business. 
Severe to 
customer. 

- Staff training incorporates policy and procedure 
for self-exclusion. 

- Since April 2016 Luxury Leisure/Talarius have 
operated one or both of the AGC national multi-
operator self-exclusion schemes (MOSES), 
offered through BACTA and IHL. 

- Digital cameras or suitable tablet devices are 
provided at all sites to take an image of 
customers wishing to self-exclude so that the 
exclusion can be effectively enforced. 

- The location of the site in relation to the 
customer’s home address and any regular 
routes to work for example will be considered if 
the customer requests a wider exclusion. 

- All SR returns data subject to a quarterly 
compliance review. 

- All staff trained to regularly check the MOSES 
gallery relating to their venue to ensure 
information shared from other local operators 
relating to self-excluded customers is monitored. 

February 
2021 

Failure to impose 
exclusion in locality and in 
same types of 
establishments. 
 
 
 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 

Customer breaches of self-
exclusion. 
 
 
 

C Low Severe to business. 
Severe to 
customer. 

February 
2021 

Customer breaches self-
exclusion by using another 
to gamble on their behalf. 

C Unknown Moderate to 
business. 
Severe to 
customer. 

February 
2021 

      
Money Laundering 
(Dye stained notes and 
Criminal spend). 

A Low Low – Severe - Above and beyond the requirements of the 
LCCP the company have a Money Laundering 
Reporting Officer (MLRO). 

- AML training for all staff at induction and refresh. 
- Luxury Leisure/Talarius have a corporate AML 

Risk Assessment and policies and procedures 
relating to AML. 

February 
2021 
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- £1000 limit on automated transactions using 
TITO.  Transactions above this amount require 
the intervention of a staff member. 

- Technical parameters on note acceptors 
designed to reject poor quality notes.  (Often 
notes obtained by way of robbery are perished). 

- Manufacturer activity alerts from machines on 
independent networks (primarily SG and Storm). 

- TITO tickets not transferable between sites. 
- Slim change machines set up so that notes 

cannot be changed ‘up’. 
- Comprehensive CCTV coverage in all sites. 
- Partnerships with local police where appropriate 

to identify and discourage criminal spend. 
Commission of criminal 
offences to fund problem 
gambling 

A Low Low – Severe - Stringent policy and procedures in place to 
identify and intervene with customers who may 
be vulnerable to harm through problem 
gambling.  See above under Information to 
players, Customer Interaction and Self-
Exclusion. 

February 
2021 

Anti-social behaviour 
associated with late night 
operation 

A Low Low – Severe - Access control measures either through door 
physical controls, utilised at night where 
appropriate. 

- Policy of non-players refused entry or asked to 
leave. 

- Refreshments offered only to players and known 
customers. 

- Anyone apparently intoxicated is refused entry. 

February 
2021 

Poor security increasing 
vulnerability to robbery or 
theft. 

A Low Low – Severe - A ’live-monitored’ hold-up alarm system is used 
so that monitoring station staff can communicate 
with and support shop staff through CCTV and 

February 
2021 
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two way audio using mics and speakers 
mounted in the ceiling. 

- All staff have wrist-worn personal attack ‘hold-
up’ alarms and there are some strategically 
placed static alarms also. 

- The premises are fitted with an intruder alarm 
which can also be live monitored from the 
monitoring station, meaning alarm activations 
are verified, using sight and sound, by the 
monitoring station thus reducing the number of 
false alarms to police. 

- Extensive CCTV coverage with recording of 
approx. 30 days of footage. 

- Strict key storage procedure. 
- Time lock and time delay safes utilised to store 

cash. 
- Drop safe used for banking.  Staff have no 

access to this safe. 
- Staff personal floats limited to £100. 
- Toughened glass for window front. 

      
Advertising Standards and 
Marketing 
 

A Low Low – Moderate - All advertising and marketing by the Company 
complies with standards set by the Committee of 
Advertising Practice (CAP) and the Broadcast 
Committee of Advertising Practice (BCAP). We 
ensure that our marketing communications, 
advertisements, and invitations to purchase 
(within the meaning of the Consumer Protection 
from Unfair Trading Regulations 2008), including 
‘free bet’ offers, do not amount to or involve 
misleading actions or misleading omissions 

February 
2021 
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within the meaning of those regulations. We 
adopt the general principles that our advertising 
is:  

- legal, decent, honest and truthful 
- Prepared with a sense of responsibility to 

consumers and to society 
- Respectful to the principles of fair competition 

generally accepted in business  
- Not intended to bring advertising into disrepute. 

Specifically we ensure that:  
- Advertising contains nothing that is likely to lead 

people to adopt styles of gambling that are 
unwise 

- Advertisements and promotions are socially 
responsible and do not encourage excessive 
gambling 

- Care is taken not to exploit the young, the 
immature or those who are mentally or socially 
vulnerable 

- Advertising is not directed at people under the 
age of 18 years through the selection of media, 
style of presentation, content or context in which 
they appear. No medium is used to advertise 
gambling if more than 20% of its audience is 
under 18 years old 

- Persons shown gambling are not, nor do they 
appear to be, under 25 years of age 

- There is honesty at all times with regard to the 
chances of winning, the likelihood of a big win, 
and the odds or payout ratio that applies to the 
gambling on offer 

- Advertising and promotional material carries a 
reference for the need to keep gambling under 
control 
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- It is never suggested or implied that gambling is 
a means of getting out of financial difficulty.  

- Advertising and marketing material should not 
appear on any primary web page/screen or 
micro-site that provides advice or information on 
responsible gambling. 

- Marketing decisions are controlled by the central 
marketing department and a system is in place 
for local managers to apply for marketing 
initiatives that are approved by the Head of 
Marketing to ensure they are legal, honest and 
compliant with the Gambling Act/License 
Conditions & Codes of Practice. 

      
Failure to display Terms 
and Conditions 

B Low Low – Moderate - Terms and Conditions displayed prominently 
within the premises. 

February 
2021 

Failure to deal with 
customers making 
complaints about the 
outcome of gambling 

B Low Low – Moderate - Machines only acquired from licensed suppliers. 
- Additional machine compliance checks 

completed by a technician when installing new 
machines. 

- Machine maintenance carried out by qualified 
technician. 

- Clear service complaint protocol to deal with 
machine or game performance related customer 
complaints. 

- Customer complaints policy and procedure. 
- Complaints policy and procedure displayed 

prominently in each site. 
- Complaint forms available at each site. 
- Luxury Leisure head office complaints telephone 

line. 
- Novomatic UK group complaints channel. 
- Registered with an ADR entity – BACTA. 

February 
2021 
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Requirement to Comply 
 
All non-remote casino, adult gaming centre, bingo, family entertainment centre, betting and remote betting intermediary (trading room only) 
licences, except non-remote general betting (limited) and betting intermediary licences 
 

Effective as at 6 April 2016 

Social responsibility code provision 10.1.1 

1. Licensees must assess the local risks to the licensing objectives posed by the provision of gambling facilities at each of their 
premises, and have policies, procedures and control measures to mitigate those risks. In making risk assessments, licensees must 
take into account relevant matters identified in the licensing authority’s statement of licensing policy. 
 
 
2. Licensees must review (and update as necessary) their local risk assessments. 

a. to take account of significant changes in local circumstances, including those identified in a licensing authority’s statement of 
licensing policy; 

b. when there are significant changes at a licensee’s premises that may affect their mitigation of local risks; 
c. when applying for a variation of a premises licence; and 
d. in any case, undertake a local risk assessment when applying for a new premises licence. 

Ordinary code provision 10.1.2 
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1. Licensees should share their risk assessment with licensing authorities when applying for a premises licence or applying for a 
variation to existing licensed premises, or otherwise on request. 
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The aim of this eLearning module is to further develop your understanding of the Gambling

Act 2005 legal requirements, and your responsibilities regarding all aspects of Social

Responsibility (SR).

 

During this module you will explore:

Fair and open practice 

Access to premises - Gambling Commission   

Anti-money laundering and terrorist financing   

Legislation regarding the employment of children and young persons     

Advertising standards and marketing

Gambling Commission annual returns

FAIR  AN D OPEN  PR ACTICE

ACCESS TO PR EMISES -  GAMB LIN G COMMISSION

Complaint and Dispute Resolution

Knowledge Check

Social Responsibility Core Module 2



MON EY  LAUN DER IN G AN D TER R OR IST F IN AN CIN G

ADDITION AL R EGULATION S AN D GUIDAN CE

CON CLUSION

Authorised Persons Visits

Questions Asked

Knowledge Check

The Proceeds of Crime Act (POCA) 2002

Money Laundering and Suspicious Activity

Legislation: Your Obligations

Knowledge Check

Introduction

Employment of Children and Young Persons

Advertising Standards and Marketing

Customer Incidents Requiring Police Assistance Log

Quarterly Returns

Knowledge Check

Thank You



Select the 'Play' icon for audio

Fair and Open Practice & Complaint and Dispute Resolution 
If a customer approaches and informs you that their machine (or game) is not playing correctly/has

gone off/is not paying out/is faulty etc. you should:

C O NT I NU E

Lesson 1 of 16

Complaint and Dispute Resolution

00:28

Listen to what the customer has to say, then if necessary escalate to the Venue Manager 1

log the ‘fault’ on the Gotive/Sentinel system.2

Inform the customer that someone will be along asap to repair the problem.3

00:12



Feedback 

Where possible, all feedback on product and customer service issues should be dealt with by the

Venue Manager.

Where this is not possible the Area Manager and if necessary the Regional Operations Manager.

C O NT I NU E

00:07



SUBMIT

Complete the content above before moving on.

Complaints/Dispute Resolution – Things to Remember

Drag and drop the texts to complete the sentence. 

You must listen to what

your customer has to say

and establish…

Try to find out what the

customer…

Your Venue Manager can

view information on the

machines play, and…

Occasionally it may be

necessary to…

… why they are not satisfied with

their game/machine.

…wants/expects from the

company.

...possibly identify if there is a

problem with the game/machine

…contact your Area Manager

00:17



C O NT I NU E

From time to time, a senior manager may �nd it necessary to

issue a ‘goodwill gesture’ to the customer, the transaction must

also be logged on Sentinel, so we always have a record of the

outcome.  If the customer is satis�ed with the outcome, no

further action is required.



Dissatis�ed Customer

In the event that a complaint cannot be resolved to the satisfaction of both parties, the

following process will take place:

00:07



Complaint Form

Area Manager will give the customer a copy of our written procedure for dealing with

complaints and a complaint form. 

Step 1

00:07



Con�dential

All complaints are taken seriously, investigated and handled in a confidential manner.

Step 2

00:06



Investigation

The Regional Operations Manager (ROM) is responsible for conducting a thorough

investigation into customer complaints.

Step 3

00:07



C O NT I NU E

If the company and customer cannot reach a satisfactory conclusion:

Select play to learn more.

Outcome

The ROM has 15 working days to conduct the investigation and reach a decision.  The

customer notified in writing – The ROM’s decision is final.

00:12

00:07



Complete the content above before moving on.



Correctly answer the following questions to complete this chapter.

Lesson 2 of 16

Knowledge Check



Question

01/04

On which system should you log a machine fault?

Gotive/Sentinel

Shopworks

Cascade



Question

02/04

If an Area Manager (AM) and customer are unable to resolve a complaint, what will the

AM give the customer? 

The written complaints procedure and a complaint form

A ROM's email address

The contact details for Head Office



Question

03/04

How many working days does a ROM have to investigate a written complaint, and reach

a conclusion?

15

30

21



Question

04/04

If the company and customer cannot reach a satisfactory conclusion to the written

complaint, the customer would need to submit their version of events to the …

Alternative Dispute Resolution (ADR) entity, BACTA

The Regional Operations Director (ROD)

The Gambling Commission customer service team



Access to Premises 

Your venue may at any time be visited by certain category's of people authorised under

The Gambling Act 2005 to enter and inspect the premises and the activity there. 

Lesson 3 of 16

Authorised Persons Visits

00:24



 

A constable, enforcement officer or authorised person under the Act may enter

premises for the purpose of assessing compliance or assessing whether an offence is being

committed.

C O NT I NU E

Enforcement Of�cer Visits 
Identify the correct statements that relate to enforcement officer visits.  

Drag and drop the text.

Correct

00:08

Of�cers will review

procedures & training records

and talk to colleagues

You will be asked questions

on the Gambling Act and 3

Licensing Objectives



Incorrect

Complete the content above before moving on.

Colleagues must answer any

questions they’re asked, to

the best of their ability

A senior colleague is to

contact the AM advising of

the visit

Of�cers may conduct a full

review of all SR procedures or

focus on a theme

Enforcement Of�cers are

there to trick you into making

a mistake

You must answer every

question correctly or you will

be �red

00:05



Continue to identify the correct statements that relate to enforcement officer visits.  

Drag and drop the text.

Correct

Upon venue arrival, the of�cer

will make themselves known

to a member of staff

We always ask the of�cer for

ID

Of�cers are requested to

enter their details in the

venue 'Visitors Book'

Once signed in a colleague

will offer the of�cer a cup of

tea or coffee.

The Area Manager must be

quickly noti�ed of the of�cers

presence

The AM will make every effort

to attend the venue and

welcome the of�cer



Incorrect

Complete the content above before moving on.

Colleagues must bow to the

Enforcement Of�cer as they

are greeted

Enforcement Of�cer visits

only takes place before

midday

Staff should treat the

Enforcement Of�cer with

suspicion and distrust



3 Licensing Objectives

Enforcement Officers will expect our colleagues to have an acceptable level of understanding of the

3 licensing objectives and they will usually ask questions of staff during their visit.

To support colleagues with some of the questions asked, we have produced the ‘Social

Responsibility Awareness’ card.

This card fits nicely into a pocket, float bag or money pouch.
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Questions Asked

00:24







Complete the content above before moving on.

SUBMIT

00:07

Questions an Enforcement Officer May Ask You.

Drag and drop the text to answer the questions.

How many machines do

you have in the venue?

How many are B3 type

machines?

What must we do if a Cat

C machine has to be

switched off for a period

of time?

What is Think 25?

102 in my venue.

Maximum of 20% of total

machines in play in venue – View

Sentinel for the exact amount.

AM to be informed, they will

advise which B3 to switch off until

Cat C is back in play.

Prevention of underage persons

entering the venue - Mandatory ID

checks for under 25's.



Complete the content above before moving on.

SUBMIT

00:04

Questions an Enforcement Officer May Ask You.

Drag and drop the text to answer the questions.

Where would you find the

Local Risk Assessment

(LRA) and LRA Map?

Where are the ‘Stay in

Control’ leaflets

displayed?

Where is your Premises

Licence kept?

Who conducts the self-

exclusion process?

Both documents are kept in the

venue safe/safe place.

The entrance; toward the toilets;

(beside the ATM) and throughout

he venue.

Copy of the summary page is on

display in the venue. Licence-kept

in the safe/safe place.

The duty manager completes the

forms with the customer, before

escorting out of the venue.



Complete the content above before moving on.

00:04

Questions an Enforcement Officer May Ask You.

Drag and drop the text to answer the questions.

Who would conduct a Self

Exclusion meeting?

What is the policy on

serving customers under

the influence of alcohol?

What is Customer

Interaction and does the

venue keep a log?

What happens if a Self

Excluded customer

attempts to enter/gamble,

during exclusion?

The duty manager would meet

with the customer and discuss

options available to them.

We refuse entry and do not permit

anyone to play under the influence

of alcohol/drugs.

The Manager speaks to the

customer about their gambling

concerns, every interaction is log

They are asked to leave, and the

‘breach’ is recorded on the Self

Exclusion Log.



SUBMIT

Complete the content above before moving on.

Training Records
An Enforcement Officer will likely ask you and your colleagues to provide evidence of the training

you have completed.  

To quickly and easily provide this evidence, you can use a tablet/PC to log onto your eLearning

platform (Admiral Academy).  

The Learning Summary/Dashboard page will give you the completion evidence.

 

Important: It is your responsibility to keep up to date and complete all of your scheduled training.

00:25





Welcome to your knowledge check, correctly answer the following to successfully complete this chapter.
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Knowledge Check



Question

01/06

Officers will review procedures & training records, talk to colleagues, ask questions

ensuring …

understanding of the Gambling Act & Social Responsibility.

understanding of the local area.

understanding of our machines and game content.



Question

02/06

The three licensing objectives are….

Keeping crime out of gambling 

Ensuring gambling is fair and open

Protecting children and the vulnerable from being harmed or exploited

from gambling 

Protecting the local wildlife 

Keeping gamblers out of venues 

Ensuring we have an open door policy



Question

03/06

What should you do if a customer informs you that they would like to self exclude? 

Inform the duty manager

Tell the customer to have a think about it and come back next week

Call the police



Question

04/06

Where would you find the Local Risk Assessment (LRA) and LRA Map? 

In the safe

In the Social Responsibility Folder 

On the Intranet 



Question

05/06

What must you do if a young looking person entered the venue?

Politely ask to see their ID

Inform the duty manager 

Email Security



Question

06/06

How can you evidence the training you have received?

Use a tablet/PC to log onto the Admiral Academy and show the course

completion page/dashboard

Go home and get your certificates 

Ask you manager to confirm the courses attended/training received



The only part of the gambling industry included in the regulated sector are Casinos, however our

obligations under the License Conditions and Codes of Practice are such that in order to fulfil those,

 the company takes the stance that its policies and processes should seek to comply with the The

Proceeds of Crime Act (POCA).  
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The Proceeds of Crime Act (POCA) 2002

00:55

The legislation creates several offences in relation to Money

Laundering, not only for those actively committing crime, but

also for employees in the regulated sector. 



For example – POCA requires companies in the regulated sector to have a designated Money

Laundering Reporting Officer (MLRO) - so not AGC operators.  The Gambling Commission

acknowledges this but states that even though there is no requirement, it is best practice to appoint

an MLRO.  The company therefore has a designated officer in this role.

Complete the content above before moving on.

00:13

00:05



Complete the content above before moving on.
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Money Laundering and Suspicious Activity

00:05

Examples of Money Laundering and Suspicious Activity 



Complete the content above before moving on.

Money Laundering?
Read the below scenarios and identify if this is an example of money laundering.

00:06

A man commits a robbery at a local convenience store, threatening staff and

taking the cash from the till.  



SUBMIT

 

Later that week he uses some of the cash from the robbery to play a VIP in an

Admiral venue, losing the cash he put in the machine.

 

He is a regular customer and usually plays B3 machines.

 

Is this is an example of money laundering?

With the remaining cash the man gives it to his wife, who is also a customer

of the same Admiral venue.  

She decides to use it the next day playing on a T8 and making a profit of

another £400.

 

She usually plays CAT C machines and never spends more than £40 in one

session.

 

Yes

No



SUBMIT

Complete the content above before moving on.

Money Laundering Considerations

Is this is an example of money laundering?

00:07

Yes

No



Money Laundering Considerations

Select 'Start' to explore money laundering considerations further.



Burglary

A man commits a burglary where computer equipment is stolen.

The next day he sells the stolen property for cash at a local pawn shop.

Later that day he spends time in a venue where he plays on a B3 machine and loses £200.

1

00:16



Next Day

The next day the owner of the pawn shop sells some of the computer equipment and

makes a small profit.

On his way home he calls into a venue and plays on a CAT C machine, spending £40.  He

wins £90, then leaves.

2

00:14



Complete the content above before moving on.

Criminal Spend

These are examples of money laundering but are a type of money laundering called

‘Criminal Spend’.

 

Criminal spend is where the money made from crime has been used, not to disguise its

origin but in the criminals day to day activity.

 

Criminal Spend is almost impossible to identify in these circumstances.

00:19



A colleague may commit an offence if each of the following three conditions are satisfied:
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Legislation: Your Obligations

00:40

Section 330 – Failure to disclose: regulated sector

The colleague knows or suspects, or has any reasonable grounds of knowing or

suspecting, that another person is engaged in money laundering.

1



C O NT I NU E

Reporting

The company has appointed a designated Money Laundering Reporting Officer (MLRO).

All colleagues working in a venue must report any suspicious cash transactions to the MLRO, for the

purposes of informing the relevant authorities.

If you don't know or don't suspect that the person in the venue is money laundering then you haven’t

committed an offence.

The information or other matter on which the knowledge or suspicion is based, or which

gives reasonable grounds for such knowledge or suspicion, came to the colleague in

the course of a business in the regulated sector.

2

The colleague does not make the required disclosure as soon as is practicable after the

information or other matter comes to them.

3

00:36



C O NT I NU E



00:06

Details of the MLRO can be found on the intranet under

Security>Security Contacts.

If you do know or suspect that someone is money laundering, then by making a disclosure

to the MLRO, you have a defence against any possible offences under the Proceeds of

Crime Act.



Welcome to your knowledge check, correctly answer the following to successfully complete this chapter.
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Knowledge Check



Question

01/05

What is Money Laundering?

Money Laundering is the process by which criminal proceeds are

sanitised to disguise their illicit origins

Washing money 

Giving a customer change more than six times in two days 



Question

02/05

What could be an indication of money laundering?

A change in a customers spending or playing habits

A customer regularly playing B3 machines.

A customer asking for refreshments 



Question

03/05

If you suspect a customer to be attempting or making suspicious transactions (although

you will tell your supervisor or manager immediately) who must you report this to? 

Money Laundering Reporting Officer (MLRO)

Crimewatch 

A member of the Technical Team



Question

04/05

Read the below scenarios and identify if the colleague has fulfilled their legal

obligations

A CSA notices that a regular customer places a large number of notes into a machine

and collects the ticket without playing.  They then cash out the ticket and leave.  

The CSA only tells the venue manager.

Fulfilled 

Not Fulfilled 



Question

05/05

Read the below scenarios and identify if the colleague has fulfilled their legal

obligations

A Supervisor notices that a customer has started to come in more regularly and enter

large number of notes into machines.  The customer always plays for five minutes

before collecting their TITO ticket and cashing it out at the Slim Change.

The Supervisor reports the activity direct to their MLRO.

Fulfilled 

Not Fulfilled 



Additional Regulations and Guidance 

Lesson 10 of 16

Introduction

00:20



 

In addition to the regulations and legal requirements covered in earlier chapters of this module our

organisation also has to comply with:

Legislation regarding the employment of children and young persons

Advertising standards and marketing

Gambling Commission annual returns



 



It is an offence for children (under 16s) and young persons (16-17) to be

engaged in employment.

This includes: 

Performing any function (including cleaning) in connection with a gaming machine at any time. 

Carrying out any function in an AGC licensed premises, whether directly employed or not.
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Employment of Children and Young Persons

00:21
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Advertising Standards and Marketing



Marketing

Our business complies with Committee of Advertising Practice (CAP).  

Our marketing department reference these on behalf of everyone to ensure all of our

promotional activity is compliant and we are on safe ground with all that we do.

Regular interactions with regional teams and head office marketing will ensure we

safeguard the business.

00:22



Changes

It is imperative that no promotional or advertising materials are produced or displayed

without first having used promotional template provided and gaining consent of the

marketing team.

No changes to any promotions are permitted, without prior approval of the marketing team.

1

00:19



Terms and Conditions

Terms and conditions for all activities are provided by the marketing team and to ensure

continued compliance, they must be displayed at all times in the files provided.

2

00:11



You can find a copy of this Log on the Intranet 

As a requirement of our Operating License Agreement, we need to record all customer incidents

that require police assistance (in connection with the operation of the venue).
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Customer Incidents Requiring Police Assistance Log

00:21



 

This log should be completed directly after the incident, by the most senior person in charge.

 

Your Area Manager to be notified.  

 



Complete the content above before moving on.
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Quarterly Returns

00:03



Welcome to your knowledge check, correctly answer the following to successfully complete this chapter.
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Knowledge Check



Question

01/03

Is it an offence to allow a contractor, under the age of 18, entry to a venue?

Yes

No



Question

02/03

Can a colleague create and release a promotion, without gaining authorisation from

Senior Management and the Marketing Team?

No

Yes



Question

03/03

How often does our Compliance Team submit Venue information to the Gambling

Commission?

Every month

Every quarter

Every six months

Every year



Select the 'Exit Course' button to save your course and return to the

Admiral Academy.

EXIT COURSE

Lesson 16 of 16

Thank You

00:08

Congratulations!

This course is complete
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2. Access to Gambling  

2.1 Sessions 
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2.2 Think 25: Law 

Drag and drop the text to complete the sentences. 

 (Drag and Drop, 10 points, 3 attempts permitted) 

 

Drag Item Drop Target 

Permitted  Shape - Permitted 

Think 25 Shape - Think 25 

Family Shape - Family 

Gambling Shape - Gambling 

 

Drag and drop properties 

Return item to start point if dropped outside the correct drop target 

Snap dropped items to drop target (Stack random) 

Delay item drop states until interaction is submitted 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Try Again (Slide Layer) 
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2.3 What is the impact of allowing under 18’s into our AGC or AGA? Select 

four correct answers.  

 (Pick Many, 10 points, 3 attempts permitted) 

 

Correct Choice 

X Children could be harmed or exploited from gambling 

X The Premises Licence could be reviewed  

X Fines and imprisonment for those involved 

X Potential loss of staff jobs 

  GambleAware will no longer allow us to display their logo on our posters 

  No Impact – as long as the child doesn't put money into a machine 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Try Again (Slide Layer) 
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2.4 The impact of allowing under 18’s into our AGC or AGA 

 

2.5 What can you do to help prevent under 18’s from accessing your 

AGC/AGA?  Drag and drop the tiles on the correct headings. 

 (Drag and Drop, 10 points, 2 attempts permitted) 

 

Drag Item Drop Target 

Ensure visible notices are displayed inside and 

out  

Hotspot 1 

Ensuring the Employee Assistance Programme 

poster is displayed  

Hotspot 2 
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Never leave the gaming area unattended  Hotspot 1 

Remain vigilant at all times Hotspot 1 

Ensuring you are up to date with the self-

exclusion process 

Hotspot 2 

Always immediately stop what you’re doing 

and ID under 25’s 

Hotspot 1 

Only allow under 18’s entry if they’re with an 

adult 

Hotspot 2 

Watching all entrances & patrolling - being 

there 

Hotspot 1 

 

 

Drag and drop properties 

Return item to start point if dropped outside the correct drop target 

Reveal drag items one at a time 

Snap dropped items to drop target (Free) 

Delay item drop states until interaction is submitted 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Try Again (Slide Layer) 
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2.6 Acceptable Evidence? Select the acceptable forms of evidence. 

 (Pick Many, 10 points, 3 attempts permitted) 

 

Correct Choice 

X Img Armed 1 

X Img Passport  1 

X Img DL 1 

X Img Citizen 1 

X Romanian ID 1 

  Home Office 1 

  NINO 1 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Try Again (Slide Layer) 
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2.7 When checking customer ID, what should you look for? Select the 

correct answers. 

 (Multiple Response, 10 points, 3 attempts permitted) 

 

Correct Choice 

X Photo – Likeness to customer 

X Date of Birth – Over 18 

X Pass Hologram  

X Valid – In date  

X Legible – Able to read  

  Customers Address 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

When checking valid, legible ID ensure the photo is a good likeness to the customer, they’re 

over 18 and the PASS (or other) hologram is displayed. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

2.8 ID Checks Select the video examples. 

 

Chris ID  (Slide Layer) 
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Julie ID  (Slide Layer) 

 

2.9 Age Challenges  

 

Find Log (Slide Layer) 
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2.10 Test Purchasing 

 

2.11 Test Purchasing. Drag and drop the text to complete the sentences.  

 (Matching Drag-and-Drop, 10 points, 3 attempts permitted) 

 

Correct Choice 

The independent test purchasing operations 

use young looking visitors, 

all aged between 18 and 19 years old and 

should be asked to provide ID. 

A Test Purchase visitor will enter the premises 

to ascertain whether or 

not staff on duty are adhering to the company 

policies and procedures. 

The Test Purchase visitor will not be carrying 

ID and  

should be stopped and asked for ID at point of 

entry. 



 

 

Published by Articulate® Storyline www.articulate.com 

Venues will have a minimum of two 

unannounced test purchase visits 

in a rolling 12-month period.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

2.12 Test Purchasing  

 

2.13 Test Purchasing: At what point should the Test Purchaser be 

challenged in order to pass? Select two correct answers.  

 (Pick Many, 10 points, 3 attempts permitted) 
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Correct Choice 

  Whilst playing a machine – If the Test Purchaser has pressed play. 

X At the point of entry – as the Test Purchaser walks through the doors. 

  Leaving the venue – If an approach is made as the Test Purchaser leaves the 

venue. 

X Whilst browsing – as the Test Purchaser walks around the venue deciding which 

machine to play. 

  Unchallenged – the Test Purchaser is allowed to enter the venue; browse; play a 

machine; then leave without being challenged. 

  After the Test Purchaser inserts cash into the machine, but has not pressed the 

PLAY button 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

To pass a Test Purchase visit, the Test Purchaser must be challenged at the point of entry and 

whilst browsing (before any money has entered a machine). 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

2.14 Historically as an organisation what percentage of Test Purchases do 

you think we have passed during the below time frames?  

Drag and drop the percentages to the correct timeframe. 

 (Drag and Drop, 10 points, 3 attempts permitted) 

 

Drag Item Drop Target 

96% Hotspot 1 

93% Hotspot 2 

87% Hotspot 3 
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Drag and drop properties 

Return item to start point if dropped outside the correct drop target 

Snap dropped items to drop target (Free) 

Delay item drop states until interaction is submitted 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

96% of morning test purchases are passed, 93% of afternoon test purchases and only 87% of 

night test purchases are passed. 

 

Correct (Slide Layer) 
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Incorrect (Slide Layer) 

 

Try Again (Slide Layer) 

 

2.15 Looking at our historical results, when do you think we tend to 

challenge our Test Purchasers? Drag and drop the text to the correct 

percentages. 

 (Drag and Drop, 10 points, 3 attempts permitted) 
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Drag Item Drop Target 

On entry  Rectangle 12 

After coins have been put in a machine Rectangle 10 

While browsing/before coins were put in a 

machine  

Rectangle 11 

No challenge  Rectangle 9 

 

 

Drag and drop properties 

Return item to start point if dropped outside the correct drop target 

Snap dropped items to drop target (Stack random) 

Allow only one item in each drop target 

Delay item drop states until interaction is submitted 

 

Feedback when correct: 

That's right!  You selected the correct response. 
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Feedback when incorrect: 

You did not select the correct response. 

55% of challenges take place on entry, 38% while browsing, 6% are not challenged at all and 1% 

are challenged after inserting coins into a machine 

 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

2.16 Historically, what days of the week have we passed the highest 

percentage of Test Purchase visits? Drag and drop the correct text. 

 (Word Bank, 10 points, 3 attempts permitted) 

 

Correct Choice 

  Mondays and Tuesdays   

  Saturdays an Sundays 

  Wednesdays and Thursdays  

X Fridays and Saturdays  
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Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

Historically, we pass a greater percentage of test purchases on a Friday and Saturday. 

 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

2.17 Historically, what days of the week have we failed the highest 

percentage of Test Purchase visits? Drag and drop the correct text. 

 (Word Bank, 10 points, 3 attempts permitted) 

 

Correct Choice 

X Tuesdays and Sundays   

  Mondays and Wednesdays 

  Thursdays and Fridays 

  Wednesdays and Thursdays  
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Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

Historically, we pass a lower percentage of test purchases on a Tuesday and Sunday. 

 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

2.18 Now knowing this historic test purchase information, what can you 

do to further reduce the risks of an under 25 entering your AGC/AGA 

unchallenged? 
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2.19 Gambling Commission and Local Authority Test Purchase Visits 

 

2.20 Questions or Queries 

 

2.21 Sessions 
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2.22 Think 25: Acceptable Forms of ID 

 

Romanian ID e.g. (Slide Layer) 

 

CitizenCard (Slide Layer) 
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Drivers licence (Slide Layer) 

 

Armed Forces (Slide Layer) 

 

Passport (Slide Layer) 
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2.23 To help prevent under 18’s from accessing your AGC/AGA. Select the 

boxes to reveal. 

 

2.24 Think 25: Law 

 

3. Access to Premises 

3.1 Access to Premises 

Drag and drop the tiles to correctly identify the correct greeting process. 

 (Drag and Drop, 10 points, 3 attempts permitted) 
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Drag Item Drop Target 

Request to see ID  Rectangle 1 

Enter details in Visitor Log Book  Rectangle 2 

Duty Manager to notify the AM Rectangle 3 

Answer questions to the best of your ability Rectangle 4 

 

 

Drag and drop properties 

Return item to start point if dropped outside the correct drop target 

Snap dropped items to drop target (Snap to center) 

Allow only one item in each drop target 

Delay item drop states until interaction is submitted 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 
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You did not select the correct response. 

 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 
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Try Again (Slide Layer) 

 

3.2 Social Responsibility Toolkit  

 

3.3 Social Responsibility Toolkit  

Select the tools to reveal the resources that will help you in answering 

questions asked by an Enforcement Officer. 

 (Drag and Drop, 10 points, 3 attempts permitted) 
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Drag Item Drop Target 

Intranet - Policies and Processes  Hotspot 1 

Stay in Control Leaflets Hotspot 1 

Multi Operator Self Exclusion Scheme - MOSES Hotspot 1 

Social Responsibility Awareness Card Hotspot 1 

Admiral Academy - Training Material & 

Records 

Hotspot 1 

Sentinel – Number of B3’s Hotspot 1 

Local Risk Assessment Hotspot 1 

Premises Licence Hotspot 1 

 

 

Drag and drop properties 

Return item to start point if dropped outside the correct drop target 

Snap dropped items to drop target (Snap to center) 

Delay item drop states until interaction is submitted 
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Feedback when correct: 

You certainly have a lot of tools in your toolkit, including - 

The intranet (policies and Procedures), SR Awareness Card, Admiral Academy (training material 

and records), Sentinel (number of B3’s) Stay In Control Leaflets, Premises Licence, Local Risk 

Assessment and MOSES. 

Feedback when incorrect: 

You certainly have a lot of tools in your toolkit, including - 

The intranet (policies and Procedures), SR Awareness Card, Admiral Academy (training material 

and records), Sentinel (number of B3’s) Stay In Control Leaflets, Premises Licence, Local Risk 

Assessment and MOSES. 

 

Social Responsibility Toolkit (Slide Layer) 
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Your Toolkit  (Slide Layer) 

 

Try Again (Slide Layer) 

 

3.4 Enforcement Office Quiz 

 



 

 

Published by Articulate® Storyline www.articulate.com 

3.5 Draw from Enforcement Officer Quiz 

Draw 12 questions randomly from Enforcement Officer Quiz 

3.6 Results Slide 

 (Results Slide, 0 points, 1 attempt permitted) 

 

 

 

Results for 

3.5 Draw from Enforcement Officer Quiz 

 

 

Result slide properties  

Passing 

Score 

91% 
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Success (Slide Layer) 

 

Failure (Slide Layer) 

 

3.7 Summary  
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3.8 Congratulations  

 

3.9 Access to Premises 

 

4. Enforcement Office QB 

4.1 Quiz: If a customer enters your store that you think may be under 25 

what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X STOP what you are doing - Challenge the person’s age, if under 18 ask them to 

leave and make an entry in the attempts to enter log.  

  STOP what you are doing - Challenge the person’s age, if under 25 ask them to 

leave and make an entry in the attempts to enter log.  

  FINISH what you are doing - Challenge the person’s age, if under 18 ask them to 

leave and make an entry in the attempts to enter log.  

  FINISH what you are doing - Challenge the person’s age, if under 25 ask them to 

leave and make an entry in the attempts to enter log.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.2 Quiz: If you notice a customer playing a machine that you think may 

be under 25 what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X STOP what you are doing - Challenge the person’s age, if under 18 ask them to 

leave, in addition return any stake in the machine and retain any prize and make 

an entry in the attempts to enter log.  

  STOP what you are doing - Challenge the person’s age, if under 18 ask them to 

leave, keep any stake in the machine and retain any prize.  

  Ask colleagues for their opinion on the customers age.  If they agree that the 

customer looks under 25, ask to see the customers ID. 

  STOP what you are doing - Check for an entry in the attempts to enter log.  If no 

entry has been made ask to see the customer’s ID.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

 



 

 

Published by Articulate® Storyline www.articulate.com 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.3 Quiz: What labels must we display on all machines? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X No Under 18’s, % Play, Void Games No Pay out, Cat Sticker.   

  No Under 25’s, % Play, Void Games No Pay out, Cat Sticker.   

  No Under 18’s, % Play, GambleAware, Cat Sticker.   

  No Under 25’s, % Play, GambleAware, Cat Sticker.   

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.4 Quiz: Select three things you do to prevent under 18’s entering your 

premises? 

 (Multiple Response, 10 points, 1 attempt permitted) 
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Correct Choice 

X Monitor entrance point(s) 

X Remaining alert at all times  

X Never leaving the floor unattended 

  Ensuring no breaks are taken between 12.00 & 15.00 

  Giving challenge 25 responsibility to the most senior colleague on shift 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.5 Quiz: What is Think 25? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Internal process to reduce the risk of under 18’s gaining access to our gambling 

premises.  

  Internal process to reduce the risk of under 25’s gaining access to our gambling 

premises.  

  A gambling industry process to reduce the risk of under 18’s gaining access to our 

gambling premises.  

  A gambling industry process to reduce the risk of under 25’s gaining access to our 

gambling premises.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.6 Quiz: What information do all AGC/Bingo posters, notices, leaflets etc 

display? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X No under 18’s and Think 25. 

  No Under 18’s and Challenge 21.  

  No under 25’s and Think 25. 

  No under 16’s and Think 25. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.7 Quiz: What is the third Licencing Objective? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X To protect children and other vulnerable persons from being harmed or exploited 

by gambling.  

  To prevent gambling from being a source of crime or disorder, being associated 

with crime or disorder or being used to support crime. 

  To ensure that gambling is conducted in a fair and open way. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.8 Quiz: What can you accept as suitable ID? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Passport, European Identity Card, Photographic Driving Licence, Proof of Age Card, 

Military ID card.  

  Passport, European Identity Card, Photographic Driving Licence, National 

Insurance Card, Military ID card.  

  Passport, European Identity Card, Biometric Residents Permit, Proof of Age Card, 

Military ID card.  

  Passport, European Identity Card, Paper Driving Licence, Proof of Age Card, 

Military ID card.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.9 Quiz: What are the penalties for the individual who permitted entry to 

a person under 18 into an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Internal penalties could lead to dismissal, if prosecuted a £5K fine and/or 

imprisonment for 51 weeks in the UK. 

  Nothing. 

  If prosecuted a £5K fine and/or imprisonment for 51 weeks in the UK. 

  Internal penalties could lead to dismissal, if prosecuted a £500 fine and/or 

imprisonment for 51 weeks in the UK. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.10 Quiz: What are the implications for the employer if you permit entry 

to a person under 18 into an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Could lose Premises Licence and/or Operating Licence 

  Nothing 

  Could receive a £100k fine  

  Could receive a £100 and lose Premises Licence 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.11 Quiz: What is the legal age for anyone to gamble on our premises? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X 18 years old 

  16 years old 

  21 years old 

  25 years old 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.12 Quiz: What could be the consequences of a failed test purchase 

conducted by the Local Authority or Gambling Commission using a person 

under 18? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Investigation, disciplinary up to dismissal, fine, imprisonment and loss of licence's 

  Nothing  

  Investigation, disciplinary up to dismissal and £1k fine 

  Dismissal, fine and imprisonment 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.13 Quiz: What is Think 25? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Our internal process to ensure no under 18’s gain access to our gambling premises 

  An industry process to ensure no under 18’s gain access to our gambling premises 

  Our internal process to ensure no under 25’s gain access to our gambling premises 

  An industry process to ensure no under 25’s gain access to our gambling premises 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.14 Quiz: The legal age for gambling is 18, and Operators are consistently 

told to check the I.D. of anyone who appears to be under 21, so why did 

Luxury Leisure/Talarius introduce the Think 25 policy? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X To ensure compliance with current legislation and to reduce the risk of 18’s 

people gaining entry to our AGCs and AGAs.  

  To ensure compliance with current legislation and to reduce the risk of under 25’s 

gaining entry to our venues.  

  Because there was a typo on the Think 21 badges. 

  To ensure compliance with current legislation and to reduce the risk of under 18’s 

gaining entry to our AGCs and FECs. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.15 Quiz: If a customer playing a machine cannot provide ID what should 

you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask them to leave, collect the stake left in the machine, we retain any winnings, 

log the challenge in the attempts to enter log.  

  Tell them that they can stay and play today.  However, they must bring ID next 

time they visit. 

  Ask them to leave, collect the stake left in the machine and any winnings. 

  Tell them that they can stay and play today.  However, they must bring ID next 

time they visit.  Log the challenge in the attempts to enter log.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.16 Quiz: If you are unsure of a person’s age what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Always challenge their age, if over 18 allow to play, under 18 ask them to leave 

and always log the challenge in the attempts to enter log.  

  Nothing.  

  Report your concern to the duty manager and enter your concern into the 

attempts to enter log. 

  Always challenge their age, if over 25 allow to play, under 25 ask them to leave 

and always log the challenge in the attempts to enter log.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.17 Quiz: A young looking girl enters your venue but is unable to provide 

ID, she asks to use the toilet. What would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely ask her to leave and make an entry in the attempts to enter log. 

  Allow her to use the toilet and make an entry in the attempts to enter log. 

  Ask your manager. 

  Call the Security Team.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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4.18 Quiz: A woman who is obviously over 25 enters your store with a 

toddler in a pram, what would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 



 

 

Published by Articulate® Storyline www.articulate.com 

 

Correct Choice 

X Politely ask her to leave, a toddler is clearly Under 18. Record the challenge in the 

attempts to enter log. 

  Allow her to stay as long as the toddler remains in the pram. 

  Ask the woman to only play on machines close to the entrance/exit.  

  Politely ask her to leave as the toddler is clearly under the age of 18.  Record the 

challenge on MOSES. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.19 Quiz: A regular customer brings his son into your venue on his 18th 

birthday. The son does not have ID but the father can vouch for him, what 

would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely explain the son must bring in photo ID, ask them to leave, record the 

challenge in the attempts to enter log. 

  Allow the son access on this occasion and record the challenge in the attempts to 

enter log. 

  Nothing, as long as the father places money into the machine on behalf of his son. 

  Wish the son Happy Birthday and give him 10 free spins. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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4.20 Quiz: What does the law state regarding under 18’s entering an AGC 

or an AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 



 

 

Published by Articulate® Storyline www.articulate.com 

 

Correct Choice 

X No under 18’s are permitted into any part of an AGC or AGA. 

  No under 18’s are permitted into any part of an AGC, FEC or AGA. 

  No under 25’s are permitted into any part of an AGC or AGA. 

  No under 25’s are permitted into any part of an AGC, FEC or AGA. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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4.21 Quiz: If you and one other staff member are the only personnel in 

your venue, the other staff member is in the staff room and you need to 

use the toilet, what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask the other member of staff to cover the floor for a few minutes to allow you a 

comfort break. 

  Wait until your colleague returns. 

  Wait until there’s no one in the venue and take a quick comfort break. 

  Ask a customer to watch the floor for a couple of minutes and quickly take a 

comfort break. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.22 Quiz: Other than Serve Legal who else performs Test Purchase visits 

on our venues? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Gambling Commission and or Local Authority 

  Gamcare and GambleAware  

  Or Executive Team  

  Area Managers and Competitors  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.23 Quiz: If a young person enters your venue, is able to provide ID but it 

proves they are younger than 18 what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask them to leave and record the challenge in the attempts to enter log. 

  Ask them to leave and notify your Area Manager immediately.  

  Give them a Stay in Control Leaflet and only ally them to play machines in demo 

mode. 

  Ask if they’re with someone over the age of 18. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.24 Quiz: If you are shown ID that you suspect to be counterfeit what 

would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Advise you don’t believe its valid ID, ask them to leave and record the challenge in 

the attempts to enter log. 

  Allow the customer entry on this occasion.  

  Advise you don’t believe its valid ID, retain the ID and post it directly to our 

Compliance Team.  Record the challenge in the attempts to enter log. 

  Allow the customer entry.  However take a scan of the ID and send this directly to 

our Compliance Team for verification. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.25 Quiz: A young person enters your venue, you ask for ID and they 

show you their birth certificate. How would you react? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Explain that a Birth Certificate is not valid ID as it does not contain a picture, 

politely refuse and ask for photo ID.  Make an entry in the attempts to enter log. 

  Check the DOB, if over 18 allow the customer entry to the venue.  Make an entry 

in the attempts to enter log. 

  Check the DOB, if over 18 allow the customer entry to the venue.  Take a copy of 

the Birth Certificate and attach it to the attempts to enter log. 

  Explain that a Birth Certificate is not valid ID as it does not contain a picture.  Ask 

the customer to leave the venue immediately before calling your Area Manager. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.26 Quiz: If you ask a young person for ID and they show you a photo of 

their passport on their phone what would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Refuse as it must be the original document. Make an entry in the attempts to 

enter log. 

  Check the DOB, if over 18 allow the customer entry. Make an entry in the 

attempts to enter log. 

  Check the DOB, if over 25 allow the customer entry. Make an entry in the 

attempts to enter log. 

  Ask the customer to leave the venue immediately before calling your Area 

Manager. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.27 Quiz: What is the maximum fine an employee could face if they allow 

a person under the age of 18 to gamble in an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X £5,000 

  £50,000 

  £5 

  £500 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.28 Quiz: What is maximum imprisonment an employee could face if they 

allow a person under the age of 18 to gamble in an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X England 51 Weeks, Scotland 6 Months. 

  England 5 Weeks, Scotland 5 Months. 

  51 Weeks (UK). 

  5 Months (UK). 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.29 Quiz: You are the only staff member in venue and are helping a 

regular customer. A young looking person walks in, what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Stop what you are doing, challenge the person’s age, if under 18 ask them to leave 

and make an entry in the attempts to enter log.  

  Finish serving your regular customer and then challenge the person’s age, if under 

18 ask them to leave and make an entry in the attempts to enter log.  

  Call your Area Manager.  

  Nothing. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.30 Quiz: A young looking man is playing a machine. You ask for ID but 

he has none. He has credits to claim, what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask him to leave as he cannot prove his age, return any stake in the machine but 

retain winnings, log in the attempts to enter log. If he returns with valid ID, he 

may claim his winnings/credits. 

  Ask him to leave as he cannot prove his age, keep any stake in the machine and 

winnings, log in the attempts to enter log. If he returns with valid ID, he may claim 

his winnings/credits? 

  Allow him to play the remaining credit in his machine before leaving.  Make an 

entry in the attempts to enter log. 

  Allow him to stay and play on this occasion.  However he must bring ID with him 

on his next visit. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.31 Quiz: What is the key difference between Serve Legal and GC/LA Test 

Purchase visits on our venues? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Gambling Commission and Local Authority are legally allowed to use under 18’s. 

  Serve Legal are legally allowed to use under 18’s. 

  There's no difference.  

  The Gambling Commission and Local Authority don't carry out Test Purchase visits. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.32 Quiz: What are the two points where we have the opportunity to 

interact with a test purchase visitor to receive a Pass visit? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X On entry and whilst browsing (before tester sits at a machine) 

  Whilst browsing and when the tester has just placed money into the machine (but 

NOT pressed play) 

  On entry and exit  

  Whilst browsing and playing 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.33 Quiz: How many test visits does a typical AGC/GA receive in a 

calendar year? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

  One 

X Two 

  Three 

  Four  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.34 Quiz: If you fail a visit when will you receive a re-test? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X By the end of the next calendar month  

  By the end of the calendar year 

  Within the next six week 

  Within the next three months 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.35 Quiz: If you fail a visit when will you receive a re-test? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X By the end of the next calendar month  

  By the end of the calendar year 

  Within the next six week 

  Within the next three months 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.36 Quiz: What is the key difference with Military ID and other forms of 

acceptable ID? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Under 18’s can carry Military ID 

  Under 16’s can carry Military ID 

  There’s no difference 

  Only over 25’s can carry Military ID  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

4.37 Quiz: With Romanian ID - what does the red digit 5 and 6 denote? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X 5 indicates male born in the year 2000+ and 6 female born in the year 2000+ 

  5 indicates male born in the year 2010+ and 6 female born in the year 2010+ 

  5 indicates male born in the year 1980+ and 6 female born in the year 1980+ 

  5 indicates male born in the year 1970+ and 6 female born in the year 1970+ 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.38 Quiz: When it comes to Think 25, why should your venue CCTV always 

be set to the correct date and time? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X To validate the Test Purchase visit, if necessary. 

  To ensure the Test Purchaser has been offered refreshments. 

  To see which machines are preferred by our Test Purchasers.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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4.39 Quiz: What should you do if you believe an adult has left children 

outside our gaming premises? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely refuse service the customer and ask them to leave as we do not want 

children waiting outside our gaming premises.     

  Offer the children refreshments. 

  Invite the children in, as long as they don't play a machine. 

  Call your Area Manager.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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2. Enforcement Officer Quiz 

Q2.1 Quiz: If a customer enters your store that you think may be under 25 

what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X STOP what you are doing - Challenge the person’s age, if under 18 ask them to 

leave and make an entry in the attempts to enter log.  

  STOP what you are doing - Challenge the person’s age, if under 25 ask them to 

leave and make an entry in the attempts to enter log.  

  FINISH what you are doing - Challenge the person’s age, if under 18 ask them to 

leave and make an entry in the attempts to enter log.  

  FINISH what you are doing - Challenge the person’s age, if under 25 ask them to 

leave and make an entry in the attempts to enter log.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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Q2.2 Quiz: If you notice a customer playing a machine that you think may 

be under 25 what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X STOP what you are doing - Challenge the person’s age, if under 18 ask them to 

leave, in addition return any stake in the machine and retain any prize and make 

an entry in the attempts to enter log.  

  STOP what you are doing - Challenge the person’s age, if under 18 ask them to 

leave, keep any stake in the machine and retain any prize.  

  Ask colleagues for their opinion on the customers age.  If they agree that the 

customer looks under 25, ask to see the customers ID. 

  STOP what you are doing - Check for an entry in the attempts to enter log.  If no 

entry has been made ask to see the customer’s ID.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.3 Quiz: What labels must we display on all machines? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X No Under 18’s, % Play, Void Games No Pay out, Cat Sticker.   

  No Under 25’s, % Play, Void Games No Pay out, Cat Sticker.   

  No Under 18’s, % Play, GambleAware, Cat Sticker.   

  No Under 25’s, % Play, GambleAware, Cat Sticker.   

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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Q2.4 Quiz: Select three things you do to prevent under 18’s entering your 

premises? 

 (Multiple Response, 10 points, 1 attempt permitted) 
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Correct Choice 

X Monitor entrance point(s) 

X Remaining alert at all times  

X Never leaving the floor unattended 

  Ensuring no breaks are taken between 12.00 & 15.00 

  Giving challenge 25 responsibility to the most senior colleague on shift 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.5 Quiz: What is Think 25? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Internal process to reduce the risk of under 18’s gaining access to our gambling 

premises.  

  Internal process to reduce the risk of under 25’s gaining access to our gambling 

premises.  

  A gambling industry process to reduce the risk of under 18’s gaining access to our 

gambling premises.  

  A gambling industry process to reduce the risk of under 25’s gaining access to our 

gambling premises.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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Q2.6 Quiz: What information do all AGC/Bingo posters, notices, leaflets 

etc display? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X No under 18’s and Think 25. 

  No Under 18’s and Challenge 21  

  No under 25’s and Think 25. 

  No under 16’s and Think 25. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 
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Q2.7 Quiz: What is the third Licencing Objective? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X To protect children and other vulnerable persons from being harmed or exploited 

by gambling.  

  To prevent gambling from being a source of crime or disorder, being associated 

with crime or disorder or being used to support crime. 

  To ensure that gambling is conducted in a fair and open way. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.8 Quiz: What can you accept as suitable ID? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Passport, European Identity Card, Photographic Driving Licence, Proof of Age Card, 

Military ID card.  

  Passport, European Identity Card, Photographic Driving Licence, National 

Insurance Card, Military ID card.  

  Passport, European Identity Card, Biometric Residents Permit, Proof of Age Card, 

Military ID card.  

  Passport, European Identity Card, Paper Driving Licence, Proof of Age Card, 

Military ID card.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.9 Quiz: What are the penalties for the individual who permitted entry 

to a person under 18 into an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Internal penalties could lead to dismissal, if prosecuted a £5K fine and/or 

imprisonment for 51 weeks in the UK 

  Nothing 

  If prosecuted a £5K fine and/or imprisonment for 51 weeks in the UK 

  Internal penalties could lead to dismissal, if prosecuted a £500 fine and/or 

imprisonment for 51 weeks in the UK 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

 



 

 

Published by Articulate® Storyline www.articulate.com 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.10 Quiz: What are the implications for the employer if you permit 

entry to a person under 18 into an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Could lose Premises Licence and/or Operating Licence.  

  Nothing 

  Could receive a £100k fine  

  Could receive a £100 and lose Premises Licence 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.11 Quiz: What is the legal age for anyone to gamble on our premises? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X 18 years old 

  16 years old 

  21 years old 

  25 years old 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.12 Quiz: What could the consequences of a failed Test Purchase Visit 

be? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Investigation, disciplinary up to dismissal, fine, imprisonment and loss of licences 

  Nothing  

  Investigation, disciplinary up to dismissal and £1k fine 

  Dismissal, fine and imprisonment 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.13 Quiz: What is Think 25? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Our internal process to ensure no under 18’s gain access to our gambling premises 

  An industry process to ensure no under 18’s gain access to our gambling premises 

  Our internal process to ensure no under 25’s gain access to our gambling premises 

  An industry process to ensure no under 25’s gain access to our gambling premises 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.14 Quiz: The legal age for gambling is 18, and Operators are 

consistently told to check the I.D. of anyone who appears to be under 21, 

so why did Luxury Leisure/Talarius introduce the Think 25 policy? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X To ensure compliance with current legislation and to reduce the risk of underage 

people gaining entry to our venues.  

  To ensure compliance with current legislation and to reduce the risk of under 25’s 

gaining entry to our venues.  

  Because there was a typo on the Think 21 badges 

  To ensure compliance with current legislation and to reduce the risk of under 18’s 

gaining entry to our FECs.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Q2.15 Quiz: If a customer playing a machine cannot provide ID what 

should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask them to leave, collect the stake left in the machine, we retain any winnings, 

log the challenge in the attempts to enter log.  

  Tell them that they can stay and play today.  However, they must bring ID next 

time they visit. 

  Ask them to leave, collect the stake left in the machine and any winnings. 

  Tell them that they can stay and play today.  However, they must bring ID next 

time they visit.  Log the challenge in the attempts to enter log.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.16 Quiz: If you are unsure of a person’s age what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Always challenge their age, if over 18 allow to play, under 18 ask them to leave 

and always log the challenge in the attempts to enter log.  

  Nothing  

  Report your concern to the duty manager and enter your concern into the 

attempts to enter log 

  Always challenge their age, if over 25 allow to play, under 25 ask them to leave 

and always log the challenge in the attempts to enter log.  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.17 Quiz: A young looking girl enters your venue but is unable to 

provide ID, she asks to use the toilet. What would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely ask her to leave and make an entry in the attempts to enter log. 

  Allow her to use the toilet and make an entry in the attempts to enter log. 

  Ask your manager 

  Call the Security Team  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.18 Quiz: A woman who is obviously over 25 enters your store with a 

toddler in a pram, what would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely ask her to leave, a toddler is clearly Under 18. Record the challenge in the 

attempts to enter log 

  Allow her to stay as long as the toddler remains in the pram 

  Ask the woman to only play on machines close to the entrance/exit  

  Politely ask her to leave as the toddler is clearly under the age of 18.  Record the 

challenge on MOSES 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.19 Quiz: A regular customer brings his son into your venue on his 18th 

birthday. The son does not have ID but the father can vouch for him, what 

would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely explain the son must bring in photo ID, ask them to leave, record the 

challenge in the attempts to enter log 

  Allow the son access on this occasion and record the challenge in the attempts to 

enter log 

  Nothing, as long as the father places money into the machine on behalf of his son 

  Wish the son Happy Birthday and give him 10 free spins 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.20 Quiz: What does the law state regarding under 18’s entering an 

AGC or an AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X No under 18’s are permitted into any part of an AGC or AGA. 

  No under 18’s are permitted into any part of an AGC, FEC or AGA. 

  No under 25’s are permitted into any part of an AGC or AGA. 

  No under 25’s are permitted into any part of an AGC, FEC or AGA. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.21 Quiz: If you and one other staff member are the only personnel in 

your venue, the other staff member is in the staff room and you need to 

use the toilet, what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask the other member of staff to cover the floor for a few minutes to allow you a 

comfort break 

  Wait until your colleague returns 

  Wait until there’s no one in the venue and take a quick comfort break  

  Ask a customer to watch the floor for a couple of minutes and quickly take a 

comfort break 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.22 Quiz: Other than Serve Legal who else performs Test Purchase visits 

on our venues? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Gambling Commission and or Local Authority 

  Gamcare and GambleAware  

  Or Executive Team  

  Area Managers and Competitors  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.23 Quiz: If a young person enters your venue, is able to provide ID but 

it proves they are younger than 18 what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask them to leave and record the challenge in the attempts to enter log 

  Ask them to leave and notify your Area Manager immediately  

  Give them a Stay in Control Leaflet and only ally them to play machines in demo 

mode 

  Ask if they’e with someone over the age of 18 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.24 Quiz: If you are shown ID that you suspect to be counterfeit what 

would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Advise you don’t believe its valid ID, ask them to leave and record the challenge in 

the attempts to enter log 

  Allow the customer entry on this occasion  

  Advise you don’t believe its valid ID, retain the ID and post it directly to our 

Compliance Team.  Record the challenge in the attempts to enter log 

  Allow the customer entry.  However take a scan of the ID and send this directly to 

our Compliance Team for verification 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.25 Quiz: A young person enters your venue, you ask for ID and they 

show you their birth certificate. How would you react? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Explain that a Birth Certificate is not valid ID as it does not contain a picture, 

politely refuse and ask for photo ID.  Make an entry in the attempts to enter log. 

  Check the DOB, if over 18 allow the customer entry to the venue.  Make an entry 

in the attempts to enter log. 

  Check the DOB, if over 18 allow the customer entry to the venue.  Take a copy of 

the Birth Certificate and attach it to the attempts to enter log 

  Explain that a Birth Certificate is not valid ID as it does not contain a picture.  Ask 

the customer to leave the venue immediately before calling your Area Manager 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.26 Quiz: If you ask a young person for ID and they show you a photo of 

their passport on their phone what would you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Refuse this as ID.  ID must be the original document. Make an entry in the 

attempts to enter log. 

  Check the DOB, if over 18 allow the customer entry. Make an entry in the 

attempts to enter log. 

  Check the DOB, if over 25 allow the customer entry. Make an entry in the 

attempts to enter log. 

  Ask the customer to leave the venue immediately before calling your Area 

Manager. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.27 Quiz: What is the maximum fine an employee could face if they 

allow a person under the age of 18 to gamble in an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X £5,000 

  £50,000 

  £5 

  £500 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.28 Quiz: What is maximum imprisonment an employee could face if 

they allow a person under the age of 18 to gamble in an AGC/AGA? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X England 51 Weeks, Scotland 6 Months. 

  England 5 Weeks, Scotland 5 Months. 

  51 Weeks (UK) 

  5 Months (UK) 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

 



 

 

Published by Articulate® Storyline www.articulate.com 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.29 Quiz: You are the only staff member in venue and are helping a 

regular customer. A young looking person walks in, what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Stop what you are doing, challenge the person’s age, if under 18 ask them to leave 

and make an entry in the attempts to enter log.  

  Finish serving your regular customer and then challenge the person’s age, if under 

18 ask them to leave and make an entry in the attempts to enter log.  

  Call your Area Manager  

  Nothing 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.30 Quiz: A young looking man is playing a machine. You ask for ID but 

he has none. He has credits to claim, what should you do? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Ask him to leave as he cannot prove his age, return any stake in the machine but 

retain winnings, log in the attempts to enter log. If he returns with valid ID, he 

may claim his winnings/credits. 

  Ask him to leave as he cannot prove his age, keep any stake in the machine and 

winnings, log in the attempts to enter log. If he returns with valid ID, he may claim 

his winnings/credits? 

  Allow him to play the remaining credit in his machine before leaving.  Make an 

entry in the attempts to enter log. 

  Allow him to stay and play on this occasion.  However he must bring ID with him 

on his next visit. 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.31 Quiz: What is the key difference between Serve Legal and GC/LA 

Test Purchase visits on our venues? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Gambling Commission and Local Authority are legally allowed to use under 18’s 

  Serve Legal are legally allowed to use under 18’s 

  There's no difference  

  The Gambling Commission and Local Authority don't carry out Test Purchase visits 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.32 Quiz: What are the two points where we have the opportunity to 

interact with a test purchase visitor to receive a Pass visit? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X On entry and whilst browsing (before tester sits at a machine) 

  Whilst browsing and when the tester has just placed money into the machine (but 

NOT pressed play) 

  On entry and exit  

  Whilst browsing and playing 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 

 



 

 

Published by Articulate® Storyline www.articulate.com 

Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.33 Quiz: How many test visits does a typical AGC/GA receive in a 

calendar year? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

  One 

X Two 

  Three 

  Four  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.34 Quiz: If you fail a visit when will you receive a re-test? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X By the end of the next calendar month  

  By the end of the calendar year 

  Within the next six week 

  Within the next three months 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.35 Quiz: If you fail a visit when will you receive a re-test? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X By the end of the next calendar month  

  By the end of the calendar year 

  Within the next six week 

  Within the next three months 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.36 Quiz: What is the key difference with Military ID and other forms of 

acceptable ID? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Under 18’s can carry Military ID 

  Under 16’s can carry Military ID 

  There’s no difference 

  Only over 25’s can carry Military ID  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.37 Quiz: With Romanian ID - what does the red digit 5 and 6 denote? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X 5 indicates male born in the year 2000+ and 6 female born in the year 2000+ 

  5 indicates male born in the year 2010+ and 6 female born in the year 2010+ 

  5 indicates male born in the year 1980+ and 6 female born in the year 1980+ 

  5 indicates male born in the year 1970+ and 6 female born in the year 1970+ 

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.38 Quiz: When it comes to Think 25, why should your venue CCTV 

always be set to the correct date and time? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X To validate the Test Purchase visit, if necessary 

  To ensure the Test Purchaser has been offered refreshments 

  To see which machines are preferred by our Test Purchasers  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

Q2.39 Quiz: What should you do if you believe an adult has left children 

outside our gaming premises? 

 (Multiple Choice, 10 points, 1 attempt permitted) 
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Correct Choice 

X Politely refuse service the customer and ask them to leave as we do not want 

children waiting outside our gaming premises.     

  Offer the children refreshments. 

  Invite the children in, as long as they don't play a machine. 

  Call your Area Manager  

 

Feedback when correct: 

That's right!  You selected the correct response. 

Feedback when incorrect: 

You did not select the correct response. 
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Correct (Slide Layer) 

 

Incorrect (Slide Layer) 

 

 

 



The aim of this eLearning module is to refresh your knowledge on our Customer

Interaction and Anti-Money Laundering processes.  

 

This module should take approximately 25 minutes to complete.
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CON CLUSION

Knowledge Check

The Proceeds of Crime Act (POCA) 2002

Money Laundering and Suspicious Activity

Legislation: Your Obligations

Knowledge Check

Thank You



Our Regulatory Responsibilities
As an organisation we have a legal obligation, set by the the Gambling Commission (our industry

regulator), to interact with customers in a way which minimises the risk of customers experiencing

harms associated with gambling.  this must include:

Lesson 1 of 12

Introduction

00:37

Identify - Identifying customers who could potentially be at risk from suffering gambling

related harm.

1

Interact - Interacting with customers who may be at risk of experiencing harms

associated with gambling.

2

Evaluate - The evaluation of the effectiveness of our tools and records.3



Identify - Customer Behaviours & Indicators 

Lesson 2 of 12

Identify

00:18



Indicative behaviours of people at risk or suffering from gambling related harm

could include:

Signs of distress

Agitation 

Aggression

Intense mood swings

Hysteria

Remorse

 

00:09

Indicators that someone suffering from gambling related harm could

include ... (drag and drop the text to complete the statements)

Chasing

Paranoid games are

Complaining of

losses

fixed

money difficulties



SUBMIT

Complete the content above before moving on.

Damage to the machines

or

Repeated requests to

purchase

other property

play credit using the PDQ terminal

Indicators that someone suffering from gambling related harm could include

...(drag and drop the text to complete the statement)

Arguing with staff over

losses or

Tries to borrow money

from

Rude or

repeatedly asking for promotions

staff or customers

aggressive behaviour



SUBMIT

Complete the content above before moving on.

Identifying the right customers

If you identify any of the above behaviours, you should consider them in the context of any other

information you have about that customer when deciding if an interaction is required. 

Some of the indicators above, such as an apparent high value of loss or win or long sessions of play,

may be indicative of the type of customer as much as they are signs of potential harm. They need to

be pieced together with other information you gather through regular interventions such as

conversations, offers of refreshment, the general appearance of the player etc. for you to make an

effective judgement as to whether a formal interaction is required. 

Frequently spends all the

money

Repeated trips to the ATM

they have brought in with them

either in the venue or externally

00:41



Customer Interactions
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Interact

00:15



Customer interactions are not confined to the conversations you have but also your observations, if

they could indicate that the behaviour of a customer may be a sign that they are suffering from

gambling related harm.

Concerned?

When you are concerned that a customer may be experiencing harm, acting early and quickly could

help stop or prevent the harm worsening. It is important in a premises environment that you interact

with the customer in a timely manner whilst the opportunity presents itself.

For some customers, making them aware of why you are concerned may be enough to prompt them

to think and make a change. Some customers will need more support or advice.

Interacting with a Customer  - Your Appointed Person 

00:28

00:06

1

Considerations

Our interactions are predominantly face-to-face, so it is important for your appointed person to be

prepared in advance of carrying out a customer interaction. They should consider:

00:33



What do you need to know from the customer and what do you already know about them?

What information do you want to give them?

How many times have you already interacted with the customer?

What outcome do you want to achieve?

Is the customer behaving in a way which might inhibit an interaction at this point?

2

The Interaction

A customer interaction has three parts:

1. Observation – behaviour or activity you have spotted or something the customer tells you.

2. Action – contact to prompt the customer to think about their gambling, for you to find out

more, and an opportunity for you to offer information or support.

3. Outcome – what you or the customer did next. In some cases, you may need to monitor the

customer’s gambling to spot any change which may prompt further action.

00:32

3

Help and Support



C O NT I NU E

The appointed person will encourage customers to think about their gambling. Their responses

will help to work out the right kind of help and support to offer.

 

The appointed person will need to direct some customers to information about safer gambling

and/or suggest appropriate gambling management tools. They might need to signpost customers

to sources of help and specialist support from organisations which deal with advice and treatment

for problem gambling.

00:29

00:14



Customer Interaction Log 

Should you encounter customer behaviour indicating they are at risk of harm, an entry of your

observations should be made in the Interaction Log and the most senior person on duty informed.



Customer Interaction Process

With tact and confidence the venue designated person will make a judgment on speaking

to the customer and conducting the interaction.

If there is any doubt about speaking to the customer, then an Area Manager or a member of

the Compliance Team can be called for advice.

The conversation must be discreetly held, and remain confidential.

00:23



1st Interaction

The first interaction is to be recorded in the Interaction Log.

Please Note: Only gambling related interactions should be recorded in the Interaction Log.

Step 1

00:04



2nd and subsequent interactions

Second and subsequent interactions are to be recorded in the Interaction & Self-exclusion

Files

Important: The primary interaction entry should be copied across so that it is the first entry

on the pad.  

Step 2

00:13



Complete the content above before moving on.

Customer Interaction Tools

The appointed person may suggest, and discuss a range of gambling management tools.  Select

the images to learn more.

Summary

If you are in any doubt about this process please seek advice from your Area Manager or

the Compliance Team.

00:06

00:09

A free App that can be



downloaded onto a
phone and used to help

a customer manage
their time spent

gambling

Come in less often

Set a time limit



Play a different
category of machine

Take time out 

Self-exclusion



Complete the content above before moving on.

Customer Interaction Tools

Other options for the customer are: 

Only bring out money they they can afford to play with.

00:07



00:10

All self-exclusion meetings take place between the customer and the Venue Appointed

Person (Duty Manager).



Leave credit/debit cards at home.

Interacting with Customers

Select the icons to explore the process on what to do if a customer chooses one of the interaction

tools, other than self-exclusion:

00:10











Step 1

The appointed person and the customer will agree on how we will assist the customer to manage their option.

00:08





Step 2

The customer will be advised that the appointed person will meet them again, if needed.

00:06





Step 3

The customer will be permitted entry to the premises if they wish.

00:06





Step 4

A record is made of the meeting and outcome in the ’Customer Interaction File’.

Complete the content above before moving on.

Interaction Examples 

00:06





1 of 3 

Complete the content above before moving on.



2 of 3

Complete the content above before moving on.



3 of 3 

Complete the content above before moving on.

00:26



Vulnerable Customers 

The Gambling Act requires that we safeguard the interests of the vulnerable as well as the young. 

All interactions must be recorded in the interaction log.



Impact and Effectiveness

By evaluate we mean to understand impact and effectiveness, on our interaction with the customer

and did the interaction by the appointed person have a positive outcome for the customer?

Whenever an appointed person interacts with a customer it is imperative that the interaction records

are fully completed, giving them and the Compliance Team an understanding of the impact of the

interaction.

Some ways we can evaluate the impact of the interaction include:

Lesson 4 of 12

Evaluate

00:25

00:33

Did the customer start using gambling management tools independently or following

the advice given by the appointed person?

1

Was there a positive change in behaviour? Did the customer’s gambling seem to change

after the interaction?

2

Asking the customer whether they found the interaction helpful or not.3



Was there a need for further or follow up action?4

If you have any questions about customer interactions please contact

your line manager or a member of the Compliance Team.



Welcome to your knowledge check, correctly answer the following to successfully complete this chapter.

Lesson 5 of 12

Knowledge Check



Question

01/06

With reference to Social Responsibility, what are customer interactions?

A conversation or observation of customer behaviour, that may be a

sign that they are suffering from gambling related harm.

Conversations (not observation) with customers about their gambling

issues. 



Question

02/06

What should you do if you encounter a customer with behaviour indicating they are at

risk of harm.

Enter observations into the ‘Interaction Log’ and tell the most senior

person on duty

Ask the customer if they’re ok

Nothing, the customer is responsible for their actions

Tell a colleague



Question

03/06

The Gambling Commission advises that we structure our approach to Customer

interaction using which three means? 

Identify

Interact

Evaluate

Photograph 

Refer

Avoid



Question

04/06

Any secondary and subsequent interactions should be recorded in the … 

Customer Interaction and Self-Exclusion File 

Accident Book 

Attempts by Children and Young Persons Log



Question

05/06

Name three alternative management tools that we can help a customer with.  

Setting a time limit 

Playing a different category of machine

Taking time out 

Providing information on local attractions

Recommending an alternative Admiral venue 



Question

06/06

Who conducts the self-exclusion meting with the customer?

The Appointed Person (Duty Manager)

The Regional Operations Manager (ROM)

A Member of the Compliance Team 



Signposts to Help
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Responsible Gambling

00:22



We are a responsible operator and as such we seek to provide our customers with a safe

environment in which to enjoy low stake slots play.  As part of our responsible gambling controls we

ensure that responsible gambling messages and signposts to sources of help are displayed in our

venues and on our website. 



SUBMIT

Complete the content above before moving on.

Stay In Control Lea�et 

Stay in control leaflets are available in multiple languages.  

Who do you think may ask for information on how to gamble responsibly

and/or help for problem gamblers?

00:11

Customers

Colleagues

Customer family members and/or friends

Customers, colleagues, customer family and/or friends



They ask a series of questions to help identify if gambling has become a problem.



Stay In Control Lea�et

Leaflets are always available in every venue and are free to be taken away. The leaflets

clearly define that gambling should be an enjoyable and fun experience as well as offering

advice on where help can be found.

Select Start to learn more about this leaflet.

00:11



Select Image to enlarge

1

00:02



Select Image to enlarge

2



Select Image to enlarge

3



Complete the content above before moving on.

Select Image to enlarge

4

00:36



Employee Assistance Programme

Employee Assistance Programme (EAP) is available free of charge to all colleagues (including family

members who they live with). 

The EAP provides a wide range of confidential support on matters, including gambling related

harms, physical health and emotional wellbeing.

Support can include:

Webinars

Downloadable Programmes

Mini Health Checks

Online Counselling

Medical Information 



Manager Support Tools

“I felt at ease within a very short

space of time and was given the

time and opportunity to discuss

my feelings and problems in full. ”

- Anonymous

“It was great to talk to someone

confidentially. Very rarely do you

Website: www.healthassuredeap.co.uk

Phone: 0800 030 5182

Username: RAL       Password: RAL



get to speak openly and not get

judged. ”

- Anonymous

“The financial and legal advice

was top notch. Thank you for

helping me to sort this difficult

matter so promptly.”

- Anonymous

Complete the content above before moving on.



Welcome to your knowledge check, correctly answer the following to successfully complete this chapter.
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Knowledge Check



Question

01/04

The National Gambling Helpline is provided by the charity ...

Gamcare

The National Lottery 

Admiral Casino and Slots



Question

02/04

Gamcare provides ……. for the prevention and treatment of problem gambling. 

Select 3 answers

Information and advice

Support

Free counseling

A lift home

Social events

Manager support tools



Question

03/04

We operate within a highly regulated sector of the industry, that involves a duty of care

to …… to ensure they can enjoy gaming safely and responsibly.  

Players

Colleagues 

Contractors



Question

04/04

Colleagues who have health, addiction or wellbeing concerns can access...

The Employee Assistance Programme

The Intranet 

Sentinel



The only part of the gambling industry included in the regulated sector are Casinos, however our

obligations under the License Conditions and Codes of Practice are such that in order to fulfil those,

 the company takes the stance that its policies and processes should seek to comply with the The

Proceeds of Crime Act (POCA).  

Lesson 8 of 12

The Proceeds of Crime Act (POCA) 2002

00:55

The legislation creates several offences in relation to Money

Laundering, not only for those actively committing crime, but

also for employees in the regulated sector. 



For example – POCA requires companies in the regulated sector to have a designated Money

Laundering Reporting Officer (MLRO) - so not AGC operators.  The Gambling Commission

acknowledges this but states that even though there is no requirement, it is best practice to appoint

an MLRO.  The company therefore has a designated officer in this role.

Complete the content above before moving on.

00:13

00:05



Complete the content above before moving on.
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Money Laundering and Suspicious Activity

00:05

Examples of Money Laundering and Suspicious Activity 



Complete the content above before moving on.

Money Laundering?
Read the below scenarios and identify if this is an example of money laundering.

00:06

A man commits a robbery at a local convenience store, threatening staff and

taking the cash from the till.  



SUBMIT

 

Later that week he uses some of the cash from the robbery to play a VIP in an

Admiral venue, losing the cash he put in the machine.

 

He is a regular customer and usually plays B3 machines.

 

Is this is an example of money laundering?

With the remaining cash the man gives it to his wife, who is also a customer

of the same Admiral venue.  

She decides to use it the next day playing on a T8 and making a profit of

another £400.

 

She usually plays CAT C machines and never spends more than £40 in one

session.

 

Yes

No



SUBMIT

Complete the content above before moving on.

Money Laundering Considerations

Is this is an example of money laundering?

00:07

Yes

No



Money Laundering Considerations

Select 'Start' to explore money laundering considerations further.



Burglary

A man commits a burglary where computer equipment is stolen.

The next day he sells the stolen property for cash at a local pawn shop.

Later that day he spends time in a venue where he plays on a B3 machine and loses £200.

1

00:16



Next Day

The next day the owner of the pawn shop sells some of the computer equipment and

makes a small profit.

On his way home he calls into a venue and plays on a CAT C machine, spending £40.  He

wins £90, then leaves.

2

00:14



Complete the content above before moving on.

Criminal Spend

These are examples of money laundering but are a type of money laundering called

‘Criminal Spend’.

 

Criminal spend is where the money made from crime has been used, not to disguise its

origin but in the criminals day to day activity.

 

Criminal Spend is almost impossible to identify in these circumstances.

00:19



A colleague may commit an offence if each of the following three conditions are satisfied:

Lesson 10 of 12

Legislation: Your Obligations

00:40

Section 330 – Failure to disclose: regulated sector

The colleague knows or suspects, or has any reasonable grounds of knowing or

suspecting, that another person is engaged in money laundering.

1



C O NT I NU E

Reporting

The company has appointed a designated Money Laundering Reporting Officer (MLRO).

All colleagues working in a venue must report any suspicious cash transactions to the MLRO, for the

purposes of informing the relevant authorities.

If you don't know or don't suspect that the person in the venue is money laundering then you haven’t

committed an offence.

The information or other matter on which the knowledge or suspicion is based, or which

gives reasonable grounds for such knowledge or suspicion, came to the colleague in

the course of a business in the regulated sector.

2

The colleague does not make the required disclosure as soon as is practicable after the

information or other matter comes to them.

3

00:36



C O NT I NU E



00:06

Details of the MLRO can be found on the intranet under

Security>Security Contacts.

If you do know or suspect that someone is money laundering, then by making a disclosure

to the MLRO, you have a defence against any possible offences under the Proceeds of

Crime Act.



Welcome to your knowledge check, correctly answer the following to successfully complete this chapter.
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Knowledge Check



Question

01/05

What is Money Laundering?

Money Laundering is the process by which criminal proceeds are

sanitised to disguise their illicit origins

Washing money 

Giving a customer change more than six times in two days 



Question

02/05

What could be an indication of money laundering?

A change in a customers spending or playing habits

A customer regularly playing B3 machines.

A customer asking for refreshments 



Question

03/05

If you suspect a customer to be attempting or making suspicious transactions (although

you will tell your supervisor or manager immediately) who must you report this to? 

Money Laundering Reporting Officer (MLRO)

Crimewatch 

A member of the Technical Team



Question

04/05

Read the below scenarios and identify if the colleague has fulfilled their legal

obligations

A CSA notices that a regular customer places a large number of notes into a machine

and collects the ticket without playing.  They then cash out the ticket and leave.  

The CSA only tells the venue manager.

Fulfilled 

Not Fulfilled 



Question

05/05

Read the below scenarios and identify if the colleague has fulfilled their legal

obligations

A Supervisor notices that a customer has started to come in more regularly and enter

large number of notes into machines.  The customer always plays for five minutes

before collecting their TITO ticket and cashing it out at the Slim Change.

The Supervisor reports the activity direct to their MLRO.

Fulfilled 

Not Fulfilled 



Select the 'Exit Course' button to save your course and return to the

Admiral Academy.

EXIT COURSE

Lesson 12 of 12

Thank You

00:08

Congratulations!

This course is complete
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Further Submissions from the Licensing Authority dated 10th August 2021 
 
Further to the Licensing Authorities earlier submission I would like to highlight that should the application 
for a new AGC be granted it will be subject to the restrictions as set out in a Bylaw. Reference to the 
Bylaw can be found in the Councils Statement of Gambling Principles at Appendix 4.  
 
I have copied the full Appendix 4 for ease of reference:  
 
Pleasure Fairs (Amusement Premises) Byelaw  
 
Byelaws for the regulation of hours during which amusement premises may be open to the public; for the 
securing of safe and adequate means of ingress to and egress from amusement premises; for the 
prevention and suppression of nuisances and for the preservation of sanitary conditions, cleanliness, 
order and public safety at amusement premises; for the prevention of outbreaks of fire which might 
endanger structures used or intended for use in connection with amusement premises, and for reducing 
the risk of, and the spread of fire from, such outbreaks; made by the Westminster City Council in 
pursuance of Section 75 of the Public Health Act 1961, as amended by Section 22 of the Local 
Government (Miscellaneous Provisions) Act 1976.  
 
1. (a) These byelaws shall apply only to pleasure fairs within the meaning of Section 75(2) of the Public 
Health Act 1961 which are amusement premises:  
(b) These byelaws shall not apply to premises licensed or registered under Part II of the Gaming Act 1968 
or to members clubs and miners welfare institutes registered under Part III of that Act.  
 
2. In these byelaws, except where the context otherwise requires, the following expressions have the 
following meanings respectively, that is to say:  
(a) "Amusement premises" means any place used wholly or mainly to provide entertainments within the 
meaning of Section 75(3)(f) of the Public Health Act 1961, and shall include any stationary vehicle, 
vessel, stall, caravan, trailer or tent where the above applies.  
(b) "The Council" means the Westminster City Council.  
(c) "Manager" means the person having control of the entertainments provided within the meaning of 
Section 75(3)(f) at the amusement premises.  
 
Regulation of opening hours  
 
3. (1) The manager shall not keep the amusement premises open between the hours of 12 midnight and 
9am.  
(2) The Council, may by resolution, fix a later hour in substitution for the hour of 12 midnight in this 
byelaw for the closing of amusement premises or specified classes of amusement premises on specified 
dates or during specified periods or generally.  
 
4. (1) The manager shall give to the proper officer of the Council at least 5 days prior notice in writing of 
the intention to use any amusement premises specifying therein the dates and place at which such 
amusement premises are to be used.  
(2) The notice to be given under this byelaw shall be in addition to and not in substitution for any notice 
required to be given under any other enactment.  
(3) In this byelaw "proper officer" means an officer appointed for the purpose of the Council. 
 
5. (1) The manager shall take such steps as are reasonably practicable to ensure that there are provided 
such entrances and exits to the amusement premises as will enable persons using the amusement 
premises (including disabled persons) to be safe and free from risks to health and while such persons are 
present on the premises every exit provided for their use shall be unsecured and free from obstruction.  
(2) The manager shall cause to be exhibited over each exit from the amusement premises a notice 
bearing the word 'EXIT' in letters of sufficient size to ensure it is legible at the maximum viewing distance.  
 
6. No person shall place or cause to be placed any obstruction in any exit or gangway provided in 
accordance with these byelaws while any persons are using the amusement premises.  
Nuisances, sanitary conditions, cleanliness, order and public safety  
 



7. The manager shall ensure that at all times when the amusement premises are open for business, there 
is in operation such lighting as is adequate to enable persons using the premises to be safe.  
 
8. The manager shall ensure that the internal parts of the amusement premises are maintained in good 
repair and condition in order that persons using the premises shall be safe at all times when the premises 
are open for business.  
 
9. The manager shall take such steps as are reasonably practicable to ensure that:-  
(a) a sufficient number of unobstructed gangways are provided and maintained in the amusement 
premises;  
(b) amusement machines, seats and other furnishings and structures are distributed in order that the 
amusement premises shall, at all times when they are open for business, be safe for persons using the 
premises (including disabled persons).  
 
10. The manager shall ensure that all parts of the premises (including sanitary accommodation) are kept 
as clean as is reasonably practicable.  
 
11. The manager shall take such steps as are reasonably practicable to ensure that every machine 
provided at the amusement premises is properly and safely installed.  
 
12. The manager shall not knowingly permit:-  
(a) the amusement premises to be used for soliciting for the purpose of prostitution nor as a habitual 
resort or place of meeting of reputed prostitutes but this does not prohibit the manager from permitting 
such persons to remain on the premises for the purpose of using the amusement machines for such time 
as is necessary for that purpose.  
(b) any person who is drunk or disorderly to enter or remain on the amusement premises. 
 
13. The manager shall take such steps as are reasonably practicable to ensure that the external doors to 
the amusement premises suppress noise emanating from those premises where by means of the doors 
being fitted with a device for automatic closure or by any other similar means.  
 
14. The manager shall ensure that the amusement premises are under the supervision of at least one 
responsible person at all times when those premises are open for business.  
Fire protection  
 
15. (1) The manager shall:  
(a) Consult the fire authority regarding a means of fighting fire for use in the amusement premises; and  
(b) Provide and maintain reasonable means of fighting fire having regard to all the circumstances 
including the size, nature and age of the amusement premises; and  
(c) Keep the means for fighting fire in a place where it is readily available for use.  
(2) In this byelaw 'maintain' means to maintain in an efficient state in efficient working order and in good 
repair.  
 
Penalty  
 
16. Any person offending against any of the foregoing byelaws shall be liable on summary conviction to a 
fine not exceeding £400.  
Defence  
 
17. It shall be a defence for a person to prove that he had taken all reasonable precautions and exercised 
all due diligence to prevent the commission of an offence under these byelaws. 
 
You will note from point 3 of the Bylaw there is a restriction in the hours permitted for AGC premises 
within Westminster between the hours of 12 midnight and 9am.   
 
Whilst the primary legislation (in this case the Gambling Act 2005) does not restrict the hours for AGC 
premises, the secondary piece of legislation (Public Health Act 1961, as amended by Section 22 of the 
Local Government (Miscellaneous Provisions) Act 1976) does.  
 
Therefore should the application be granted by the LSC even if no restriction is placed on the AGC 
licence for opening times the premises would be in breach of the Bylaw should they trade beyond 12 
midnight which would be enforced against by the City Inspectors.  
 



Should you have any questions in relation to these additional submissions please contact me to discuss.  
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Premises History         Appendix 5 

 
 

Licence Number Application Type 
 

Date Determined Decision 

07/05862/LIGCF Gambling Act 2005 
Conversion of 
Licence  

31 August 2007 Granted under 
Delegated Authority 

07/07240/WCCGAP Master Licence – 
Current  

31 August 2007 Granted under 
Delegated Authority 
 
Licence 
Surrendered in 
September 2021 



 
 

Appendix 6 
 
CONDITIONS CONSISTENT WITH THE OPERATING SCHEDULE AND CONDITIONS 
PROPOSED BY A PARTY TO THE HEARING  
 
When determining an application for a new premises licence under the provisions of the 
Licensing Act 2003, the licensing authority must, unless it decides to reject the application, grant 
the licence subject to the conditions which are indicated as mandatory in this schedule. 
 
At a hearing the licensing authority may, in addition, and having regard to any representations 
received, grant the licence subject to such conditions which are consistent with the operating 
schedule submitted by the applicant as part of their application, or alter or omit these conditions, 
or add any new condition to such extent as the licensing authority considers necessary for the 
promotion of the licensing objectives. 
 
This schedule lists those conditions which are consistent with the operating schedule, or 
proposed as necessary for the promotion of the licensing objectives by a responsible authority 
or an interested party as indicated. These conditions have not been submitted by the licensing 
service but reflect the positions of the applicant, responsible authority or interested party and 
have not necessarily been agreed 
 
Mandatory Conditions 
 
1. A notice must be displayed at all entrances to AGCs stating that no person under 

the age of 18 years will be admitted to the premises. 
 
2. There can be no direct access between an AGC and any other premises licensed 

under the Act or premises with a family entertainment centre (FEC), club gaming, club 
machine or alcohol licensed premises gaming machine permit. (England and Wales 
only). There is no definition of ‘direct access’ in the Act or regulations, although 
licensing authorities may consider that there should be an area separating the 
premises concerned, such as a street or cafe, which the public go to for purposes 
other than gambling, for there to be no direct access. 

 
3. Any ATM made available for use on the premises shall be located in a place that 

requires any customer who wishes to use it to cease gambling at any gaming 
machine in order to do so. 

 
4. The consumption of alcohol in AGCs is prohibited at any time during which facilities 

for gambling are being provided on the premises. Additionally in Scotland the sale of 
alcohol on the premises is specifically prohibited. A notice stating this should be 
displayed in a prominent place at every entrance to the premises. 

 
Conditions proposed by the Police and agreed with the applicant so as to form part of 
the Operating Schedule: 
 
5.         There shall be a minimum of one SIA licensed door supervisor from 18:00 to 06:00 

hours daily. They shall display their licence at all times in a yellow hi viz arm band.  
  
6.         The licence holder will contact the local police and local councillors quarterly to discuss 

the operation of the premises and any issues.  
  
7.         A direct telephone number for the manager at the premises shall be publicly available at 

all times the premises is open. This telephone number is to be made available to 
residents and businesses in the vicinity.  



  
8.         The premises shall install and maintain a comprehensive CCTV system as per the 

minimum requirements of the Westminster Police Licensing Team.  
(a) All entry and exit points will be covered enabling frontal identification of every person 
entering in any light condition.  
(b) The CCTV system shall continually record whilst the premises is open for licensable 
activities and during all times when customers remain on the premises and will include 
the gaming area, office, toilet entrance, any seating and external area immediately 
outside the premises entrance.  
(c) All recordings shall be stored for a minimum period of 31 days with date and time 
stamping.  
(d) Viewing of recordings shall be made available immediately upon the request of 
Police or authorised officer throughout the entire 31-day period.  

  
9.         A staff member from the premises who is conversant with the operation of the CCTV 

system shall be on the premises at all times when the premises is open. This staff 
member must be able to provide a Police or authorised council officer copies of recent 
CCTV images or data with the absolute minimum of delay when requested.  

  
10.       The premises shall display notices near the entrance of the venue stating that CCTV is 

in operation.  
  
11.       A ‘spotter monitor’ shall be placed inside the premises near the front door showing 

CCTV images of customers entering, exiting and whilst on the premises.  
  
12.       The Licence holder shall maintain a bound and paginated (or digital and paginated) 

‘Challenge 25 Refusals’ register at the premises. The register shall be produced to the 
police or licensing authority forthwith on request.  

  
13.       Prominent signage and notices advertising the Challenge 25 will be displayed showing 

the operation of such policy.  
  
14.       Third party testing on age restricted sales systems purchasing shall take place at least 

twice a year and the results shall be provided to the Licensing Authority upon request. 
Agreed. 

  
15.       A Challenge 25 proof of age scheme shall be operated at the premises where the only 

acceptable forms of identification are recognised photographic identification cards, such 
as a driving licence, passport or proof of age card with the PASS Hologram.  

  
16.       A magnetic locking device, commonly referred to as a Maglock will be installed and 

maintained on the main entrance/exit to the premises which will be operable by staff. 
Agreed. 

  
17.       Staff will receive a notification when the front door opens.  
  
18.       There shall be 2 members of staff present at all times the premises are open to the 

public.  
  
19.       The Licence holder shall implement a policy of banning any customers who engage in 

crime or disorder within or outside the premises.  
  
20.       The licence holder will refuse entry to customers who appear to be under the influence 

of alcohol or drugs.  
  
21.       At least one member of staff working at the premises shall have a minimum of 6 months 

experience working in a licensed Adult Gaming Centre.  



  
22.       The licence holder shall install and maintain an intruder alarm on the premises. Agreed. 
  
23.       The premises shall install and maintain fixed panic buttons and in addition portable 

panic buttons will be worn by staff. Agreed. 
  
24.       The licence holder will ensure that customer toilets are checked every hour for evidence 

of drug taking. Toilet checks are to be documented stating the time and member of staff 
who made the checks. Toilets will remain locked at all times with access being provided 
by staff. Agreed. 

  
25.       Prominent GamCare documentation will be displayed at the premises and other notices 

promoting responsible gambling. Agreed. 
  
26.       The licence holder shall: provide training on the specific local risks to the licensing 

objectives that have been identified for these premises as part of the staff induction 
training programme; periodically provide refresher training to all of its staff working at 
these premises on the specific local risks to the licensing objectives. Participation in this 
training shall be formally recorded on each member of staffs training records which, if 
requested will be presented to the Licensing Authority as soon as practicable. Agreed. 

  
27.       All front of house staff will receive Conflict Management Training, provided by instructors 

qualified to a formally recognised national or equivalent standard on dealing with conflict. 
Agreed.  Bryan - this is to take into account that some of our training might be based on 
specific modules prepared by our headquarters in Austria. 

  
28.       New and seasonal staff must attend induction training and receive refresher training 

every six months.  
  
29.       Staff will also undergo drug and alcohol awareness training to include Homeless and 

Street Drinking.  
  
30.       The Licence holder shall take all reasonable steps to prevent street drinking of alcohol 

directly outside the premises and to ban from the premises those who do so.  
  
31.       The Licence holder shall place a notice visible from the exterior of the premises stating 

that customers drinking alcohol outside the premises is not permitted and those who do 
so will be banned from the premises.  

  
32.       An incident log shall be kept at the premises and made available on request to an 

authorised officer of the City Council or the Police. It must be completed within 24 hours 
of the incident and will record the following:  
(a) all crimes reported to the venue  
(b) all ejections of patrons  
 c) any complaints received concerning crime and disorder  
(d) any incidents of disorder  
(e) all seizures of drugs or offensive weapons  
(f) any faults in the CCTV system 
(g) any visit by a relevant authority or emergency service.  

  
 33.       There shall be no cash point or ATM facilities on the premises.   
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Resident Count within a 75 metre radius: 123 
 



 

Licence Number Trading Name Address Application Type 

16/10796/LILN Not Recorded 

43 Bedford 
Street 
London 
WC2E 9HA 

New Lotteries 
Registration 

11/00293/LILN 
1 Area Central 
Lottery 

Charing 
Cross Police 
Station Agar 
Street 
London 
WC2N 4JP 

New Lotteries 
Registration 

14/00808/LILN 
1 Area Central 
Lottery 

Charing 
Cross Police 
Station Agar 
Street 
London 
WC2N 4JP 

New Lotteries 
Registration 

11/00257/LIGPPT Retro Bar 

2 George 
Court 
London 
WC2N 6HH 

Gambling Permit - 
LPGMP Transfer 

19/01522/LIGPN Retro Bar 

2 George 
Court 
London 
WC2N 6HH 

Gambling Permit - 
LPGM Notification 

 
 
 
 




