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STATEMENT OF ADAM HODGES IN SUPPORT OF THE AGC PREMISES LICENCE VARIATION 
APPLICATION AT 450- 454 HIGH ROAD, TOTTENHAM, N17 9JN 

Introduction 

1. The Applicant, City Gaming Limited, was formed in 2018 and has built a group of 58 Adult
Gaming Centre (AGC) premises and 2 Family Entertainment Centres.

2. I am the Chief Executive Officer of City Gaming Limited and I have worked in the gaming
industry for 36 years. In addition to being an executive of gambling operating companies, I
have personally operated several gambling premises including AGCs and betting shops.

3. City Gaming Limited was granted an Adult Gaming Centre (“AGC”) premises licence at 450-
454 High Road, Tottenham, N17 9JN by Haringey Council in October 2020 and we began
operating under the premises licence in June 2021. The premises licence permits us to
operate from 09:00 to 24:00 hours Mondays to Saturdays and from 09:00 to 23:00 hours on
Sundays, subject to the mandatory licence conditions and an additional 39 licence
conditions. Under the Gambling Act 2005 the default hours of operation for Adult Gaming
Centre premises is 24 hours.

4. Having now operated the premises for 16 months, we would now like to extend our hours to
the default hours under the Gambling Act. Based on our experience, both here and
elsewhere, we are certain that we can and will do so without harm to the licensing
objectives. We would not proceed on any other basis.

Personal Management Licence

5. I hold a Personal Management Licence granted to me by the Gambling Commission on 25th

October 2007. This authorises me to hold a management position within City Gaming
Limited. I am responsible for overall strategy and delivery of gambling operations. I sit on the
Companies Compliance Committee.

6. The Gambling Commission, as described in their Statement of principles for licensing and
regulation, expects those who hold Personal Management Licences, to:

a) uphold the licensing objectives and ensure compliance of operators with the
Licence Conditions and Codes of Practice (LCCP)

b) organise and control their affairs responsibly and effectively

c) have adequate systems and controls to keep gambling fair and safe

d) conduct their business with integrity

e) act with due care, skill and diligence

f) maintain adequate financial resources

g) have due regard to the interest of consumers and treat them fairly
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h) have due regard to the information needs of consumers and communicate with
them in a way that is clear, not misleading, and allows them to make an
informed judgment about whether to gamble

i) manage conflicts of interest fairly

j) disclose to the Commission anything which the Commission would reasonably
expect to know

k) work with the Commission in an open and cooperative way

l) comply with both the letter and spirit of their licence, the licence of their
operator, and associated Commission regulations.

City Gaming Limited Operating Licence 

7. City Gaming Limited is a leading operator of AGC premises in London and the South East and
has full authority to provide AGC facilities through the grant of an Operating Licence by the
Gambling Commission. A copy of the City Gaming Limited Operating Licence is attached.

8. When considering the suitability of City Gaming Limited to hold an Operating Licence the
Commission had regard to the ownership of the Company and the identity of those people
relevant to the application, such as myself and the other Directors. The Commission
considered the Company’s finances and the financial and other circumstances of the
Directors both past and present. This included the Company’s resources to be available to
carry out the licensed activities.

9. The Commission considered the Company’s and Directors’ integrity, honesty and the
trustworthiness of the Directors.

10. They considered our competence, our experience, expertise, qualifications, and history of
those in the Company.

11. The Gambling Commission approved the policies and procedures and operational controls
and measures which City Gaming Limited put in place to ensure that it trades responsibly in
accordance with gambling legislation, the licensing objectives and the Gambling
Commission’s Licence Conditions and Codes of Practice (“LCCP”).

12. The Gambling Commission granted an Operating Licence to City Gaming Limited on 28th
November 2018. This Licence authorises the Company to provide facilities for playing bingo;
to make gaming machines available for use in an adult gaming centre, and to supply, install,
adapt, maintain or repair (but not manufacture) a gaming machine or part of a gaming
machine.

13. Holding an Operating Licence places significant scrutiny and regulatory demand on the
Company. The Gambling Commission expects operators to:

a) conduct their business with integrity
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b) act with due care, skill, and diligence

c) take care to organise and control their affairs responsibly and effectively and
have  adequate systems and controls to minimise the risks to the licensing
objectives

d) maintain adequate financial resources

e) have due regard to the interests of consumers and treat them fairly

f) have due regard to the information needs of consumers and communicate with
them in a way that is clear, not misleading, and allows them to make a properly
informed judgment about whether to gamble

g) manage conflicts of interest fairly

h) work with the Commission in an open and co-operative way

i) comply with both the letter and spirit of their licence and associated
Commission  regulations

j) disclose to the Commission anything which the Commission would reasonably
expect to know.

City Gaming Limited Adult Gaming Centres 

14. Of the 58 Adult Gaming Centres we operate, 26 are in London Boroughs. They are:

Site Address Local Authority 

Barking 9 Station Parade, Barking, IG11 8ED Barking and Dagenham 

Dagenham 250 Heathway, Dagenham, RM10 8QS Barking and Dagenham 

Kilburn 2 89 Kilburn High Road, London, NW6 6JE Brent 

Neasden 322 Neasden Lane, London, NWIO OAD Brent 

Bromley 88 High Street, Bromley, BRI IEY Bromley 

Kings Cross I Euston Road, London, NWI 2SA Camden 

Camden 108-1 10 Camden High Street, London, NWI OLIJ Camden 

Kilburn 108 Kilburn High Road, London, NW6 4HY Camden 

Croydon 57 North End, Croydon, CRO ITC Croydon 

Fulham 371 North End Road, London, SW6 INW Hammersmith & Fulham 

Wood Green 49 High Road, London, N22 6BH Haringey 

Romford 17-19 South Street, Romford, RMI INJ Havering 
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Islington 37 Chapel Market, London, NI 9EN Islington 

Clapham 74 Clapham High Street, London, SW4 71JL Lambeth 

Deptford 70 Deptford High St, London, SE8 4RT Lewisham 

Lewisham 92 Lewisham High Street, London, SE13 5JH Lewisham 

East Ham 34-36 High Street, North East Ham, E6 2HJ Newham 

Upton Park 353 Green Sy, Upton Park, London, E13 9AR Newham 

Ilford 217 High Road, "ford, IGI ILX Redbridge 

Camberwell 14 Denmark Hill, London, SE5 8RZ Southwark 

Walthamstow 124 High Street, London, E17 7JS Waltham Forest 

Walthamstow 2 159 Hoe St Walthamstow, E17 3AL Waltham Forest 

Tooting 18 Mitcham Road, London, SW17 9NA Wandsworth 

Chinatown 23 Gerrard Street, London WID 6JJ Westminster 

Soho 89-91 Wardour Street, London WIF OUB Westminster 

Victoria 195-197 Victoria Street, London SWIE 5NE Westminster 

15. City Gaming Limited has not had a Review of an AGC Premises Licence or of its Operating
Licence. It operates in accordance with its legal obligations. No responsible authority has
expressed concern with its operation.

City Gaming Limited Management

16. The City Gaming Group has more than eight Personal Management Licence holders
throughout their operational structure. A full breakdown of the City Gaming Management
Team is provided in the Management Structure Chart attached to this statement.

17. The Board of Directors is formed of experienced operators and management, some of whom
I have worked with in the gambling industry for over 10 years.

18. Through their experience and training, the management team from head office to premises
level are aware of their roles and responsibilities in regard to the LCCP.

19. The Company received financial backing from Morgan Stanley Fund, who have provided a
facility to invest in the Company. Before the Company could secure this investment, Morgan
Stanley completed extensive compliance checks on the Company and the Directors as well
as extensive due diligence on the industry and gambling sector in the UK.

20. City Gaming Group employs an Industry expert with many years of experience as a
Compliance Officer, Graham Glanfield, who reports directly to the Chief Commercial Officer.
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His role includes carrying out compliance checks and audits to ensure that the Company's 
responsibilities and procedures relating to the LCCP are upheld. 
 

21. Our Compliance Officer ensures the Regulatory Returns and Key Event notifications are 
made to the Gambling Commission in a timely manner. 
 

22. City Gaming Group employs over 450 people in London and the South East. The Company 
has employed a Head of Health and Safety and Income Protection and a Central Recruitment 
Manager. These positions will enhance our Health and Safety initiatives for staff and 
customers in our venues and ensure we have the right people in the right positions to 
provide a compliant and productive business. 
 

23. We employ experienced local staff to work in the Haringey premises. We have employed 
staff who have both worked on the High Street in Tottenham. They understand the 
circumstances of providing arcades in the area, and have knowledge of the local area and 
local customers. 
 

24. The Company takes its duty to operate safe and compliant gambling premises seriously. To 
this end, the Company always endeavours to liaise with Responsible Authorities concerning 
the operation of premises and maintains good relations with the local Police and Licensing 
Authority teams. 

Site and Location 

25. As I say above, we opened at 454 High Road, Tottenham in June 2021. In order to do so, we 
invested approximately £500,000 in the renovation of this unit and created 15 new jobs, all 
of which are filled by local people.  
 

26. Our AGC Premises Licence authorises us to make category B, C and D gaming machines 
available. We provide 55 machines in the Tottenham premises at least 80% of which are 
category C or D machines, similar to the machines available in pubs, with a maximum stake 
of £1 and maximum prize of £100. Up to 20% of the total number of machines in the venue 
may be category B3 or B4 machines, with the same stakes and prizes as machines in betting 
offices and bingo establishments, that is £2 stake and £500 prize. 
 

27. No one under the age of 18 is permitted in an AGC and we operate a THINK 25 policy. 
 

28. Alcohol is not permitted in an AGC. 
 

29. It is hard to get exact figures, but our research suggests there are approximately 80 to 90 
pubs and bars in Haringey. Each is automatically entitled to provide two category C 
machines or apply for more by way of a permit. 
 

30. The Company is aware of the changing nature of Tottenham and has contributed to the 
investment and regeneration of the area by investing approximately £500,000 in the 
renovation of this unit and the creation of 15 new jobs in the AGC. 
 

31. In our meetings with the Licensing Authority and the Police during our original premises 
licence application for Tottenham, we listened to their comments and agreed an extensive 
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list of conditions, which are attached to the AGC premises licence to ensure the promotion 
of the licensing objectives. I believe that these conditions, alongside our own management, 
have proved up to the job, and I am not aware that the contrary is being alleged by anyone. 

Operating Hours and Promotion of the Licensing Objectives 

32. The Company operates AGC premises in several London boroughs and parts of the South
East with similar levels of crime and deprivation as Haringey, including Islington, Brent,
Lewisham, Margate and Southampton. We have also operated premises in cities such as
Nottingham which have lower levels of deprivation according to the Office of National
Statistics’ indices of deprivation 2019.

33. The company operates many 24 hour licences, where we consider that there will be
customer demand for such a facility. One of these is the Palace Amusements AGC premises
in Wood Green, Haringey, where there is no history of issues reported by the Responsible
Authorities.

34. We have found the Tottenham venue to be less challenging than other venues we operate.
We have no reason to believe that if permitted to open it for 24 hours we will create any
issues to local residents or the community.

35. In general, I wish to emphasize, based on long experience, that our premises are not an
attractive place for crowds to gather at night or during the day. All of our premises, including
Tottenham, are well supervised and where necessary we employ security staff. We have
installed prominent “spotter screens” at the entrance and inside the premises to ensure that
everyone is under surveillance and all customers are aware of it when entering.

36. The Company's statistics from existing sites indicates that AGC premises generate consistent,
low levels of gambling throughout the hours of operation, as opposed to other types of
gambling premises, such as betting shops, which often have peaks and troughs with high
levels of spending.

37. The staff at all our premises record all incidents on “SmartHubs”, which we then review
centrally. When we profile incidents we do not find a distinction between day and night.
Everything is at an extremely low level and we find there is no more risk attaching to the day
or the night.

38. In London specifically we find we are in a 24 hour economy. The people who drop in to our
premises at night are no different to those that visit us during the day. These are people
using our premises to pop in, have a cup of tea or coffee and play the machines before or
after a shift at work.

39. We have found that in our other London venues often the Police comment that we can be a
useful presence at night helping to control crime because we are well lit and we have CCTV
cameras. We also provide a late night venue for people finishing work to relax in before
going home, rather than maybe hanging around on streets. We have broadly found this to
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be our experience in Tottenham, where operating to midnight has created no more 
problems than we can experience in the day.  

40. Our night working policy in Tottenham is a minimum of two staff and an SIA registered
security guard on duty at all times. We constantly risk assess our management controls to
ascertain the levels of security and numbers of staff required. We will not hesitate to install
security staff – for example at busier times - where this is necessary since the safety of our
staff and customers is paramount. We also operate with Staffguard (a remote surveillance
and communication system) at all times, panic buttons, locked customer toilets, and a
controlled entrance, so we are able to control who enters the premises whenever such use
is necessary.

41. We know that the Admiral AGC premises at 457 High Road operates 24 hours. These
premises are directly opposite ours. If we had evidence or any information indicating that
the 24 hours operation of Admiral was causing issues then we would review matters.
However, we are not receiving that intelligence at all. Nor are we aware that the Admiral
premises has been brought in for review because it is failing to promote the licensing
objectives at night. It appears inequitable to us that we are being restrained from operating
to the same hours as have been operated across the road without conditions for many
years.

Conclusion

42. The Company benefits from highly experienced management running all the way through
from head office to premises level.

43. The Company do not wish to operate licensed premises which cause regulatory issues or
take advantage of vulnerable persons. The Company devotes a great deal of resources to
ensuring this.

44. In my experience and as described above, the Company's premises contribute to local
economies whilst maintaining what I submit is a high standard for social responsibility and
security measures in the industry.

45. The business of City Gaming Limited is the provision of high end, safe and pleasant gaming
environments. It is crucial to the business that customers feel safe and welcome in their
premises and that the premises form a part of the local community.

46. From our experience operating in Tottenham and operating in similar locations for 24 hours,
I do not believe that this application will have any adverse impact on the licensing
objectives.

Signature: 

Adam Hodges, Chief Executive Officer, City Gaming Limited 
Date: 
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STATEMENT OF STUART J, GREEN IN SUPPORT OF THE AGC PRMEISES LICENCE VARIATION 
APPLICATION AT 450- 454 HIGH ROAD, TOTTENHAM, N17 9JN 

Introduction 

1. I am the Chief Commercial Officer of City Gaming Limited and I have worked in the gaming
industry for 29 years. In addition to being a Board Member of multiple gambling operating
companies, I have personally operated large AGCs, across multiple locations and
environments.

2. I hold a Personal Management Licence granted to me by the Gambling Commission on 7th
October 2016. This authorises me to hold a management position within City Gaming
Limited. I sit on the Company’s Compliance Committee.

3. City Gaming Limited is an operator of AGC premises in London and the South East and has
authority to provide gaming machines in AGCs through the grant of an Operating Licence by
the Gambling Commission. The Operating Licence was granted in November 2018. In
granting the application the Gambling Commission approved the measures which City
Gaming Limited has put in place to ensure the licensing objectives and compliance with the
Licence Conditions and Codes of Practice (LCCP).

4. Since June 2021 City Gaming Limited has operated the AGC premises at 450-454 High Road,
Tottenham, N17 9JN between the hours of 09:00 to 24:00 hours Mondays to Saturdays and
09:00 to 23:00 hours on Sundays, in accordance with the premises licence. The Company has
applied for permission to operate 24 hours, in line with the default hours under the
Gambling Act 2005 for AGC premises and also in line with neighbouring AGC premises.

5. Based on the Company’s experience of operating 24 hour venues, and the management
policies, procedures and controls that we have in place I believe that operating the
Tottenham premises 24 hours will not add to any of the local issues nor have any impact on
the Licensing Objectives.

Licence Conditions and Codes of Practice (“LCCP”)

6. The LCCP sets out the Gambling Commission’s general licence conditions and associated
code of practice provisions under the Gambling Act 2005 which are applicable to our Adult
Gaming Centres.

7. The LCCP relevant to City Gaming Limited Adult Gaming Centers are attached. The LCCP
licence conditions require the Directors and those involved in the Company to hold Personal
Management Licences. They require us to provide fair terms and conditions on the gambling
to customers; implement policies and procedures concerning the use of cash to minimize
the risk of crime; they prohibit giving of credit to customers; they require an anti-money
laundering risk assessment of our business; and make specific notifications, or Key Events, to
the Gambling Commission when certain defined events occur.

8. The licence conditions require us to make annual Regulatory Returns, describing certain
details of our business, such as numbers of gaming machines, to the Gambling Commission.
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9. The mandatory Social Responsibility Code Provisions of the LCCP require the Company to
consider the Gambling Commission’s guidance on anti-money laundering; put into effect
policies and procedures intended to promote socially responsible gambling and make an
annual contribution to an organization whom deliver or support research into the
prevention and treatment of gambling-related harms, harm prevention approaches and
treatment for those harmed by gambling. We make a contribution to Gamcare.

10. The Social Responsibility Code Provisions require the Company to put into effect policies and
procedures designed to prevent underage gambling and monitor the effectiveness of these.
We must make information readily available customers to how to gamble responsibly and
how to access information about, and help in respect of, problem gambling.

11. Our staff are required by the Operating Licence to interact with customers in a way which
minimises the risk of customers experiencing harms associated with gambling. This must
include:

a. identifying customers who may be at risk of or experiencing harms associated with
gambling.

b. interacting with customers who may be at risk of or experiencing harms associated
with gambling

c. understanding the impact of the interaction on the customer, and the effectiveness
of the actions and approach.

12. We must take into account the Commission’s guidance on customer interaction.

13. We must have and put into effect procedures for self-exclusion and take all reasonable steps
to refuse service or to otherwise prevent an individual who has entered a self-exclusion
agreement from participating in gambling in our premises.

14. Further Social Responsibility Code Provisions require us to ensure our marketing is
responsible and provide a complaint and dispute procedure which includes referring
disputes to a third party, alternative dispute resolution entity. We work with the
Independent Betting Adjudication Service.

15. We are required to assess the local risks to the licensing objectives posed by the provision of
gambling facilities at each of our premises, and have policies, procedures and control
measures to mitigate those risks. In making risk assessments, we must take into account
relevant matters identified in the licensing authority’s statement of licensing policy. Our
Local Area Risk Assessment in respect of the AGC in Tottenham has been provided as part of
the application.

16. Our premises are subject to regular compliance assessments by local councils and the
Gambling Commission, who review the ongoing compliance of our premises with the LCCP.
These visits have to date not noted any concerns regarding compliance.

17. We have recently redrafted our operations manual which details how we comply with the
Licence Conditions and Codes of Practice and AGC premises licence conditions and how we
upholding the licensing objectives of the Gambling Act 2005. A copy of the operations
manual is attached. We have also recently redesigned all our premises signage. Again copies
are attached.
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18. Upon entering all our venues there is an information board covering legal matters and 
customer information. This includes the No Under 18s, and Challenge 25 policy, the terms 
and conditions, safer gambling information, the complaint and dispute resolution process, 
staying in control information, basic legal information and Covid social distancing and 
related information.  
 

19. We have developed the customer journey to ensure we interact effectively with customers. 
A copy of the journey is attached.  
 
Application for 24 Hour Operation 
 

20. We operate 24 hours in similar locations to Tottenham, such as, Wood Green, Camberwell 
and Neasden. We safely operate in these locations 24 hours per day due to the fact we have 
robust controls in place at these premises which ensure the promotion of the Licensing 
Objectives as outlined in more detail below. These premises have the same operating 
practices and CCTV as our Tottenham venue, which is the subject of this variation 
application. 
 

21. Daliah Barrett, Licensing Team Leader at Haringey Council, informed me on 23rd June 2022 
that members of her team had visited the premises and provided a positive report of our 
compliance with the premises licence conditions and that there had been no incidents. 
During the visit it was also acknowledged that the additional external lighting installed at the 
premises was a benefit to anyone using the side passageway.  
 

22. We have not had Police or Local Authority visits as a result of poor operating practices.  We 
have a good working relationship with the Police and regularly provide our external CCTV 
footage to aid in general surveillance of Tottenham High Road.  Most recently we shared our 
CCTV footage with the police on the 30th September 2022 in relation to their investigation 
of the Kane Moses murder and the robbery on the Halifax Building Society in June 2022. 
There is no suggestion that these offences are in any way linked with our premises.  
 

23. In the 17 month period since opening the premises in Tottenham we have only had seven 
call-outs to the Police. This is only because when people are asked to leave but refuse we 
will call the police. 
 
CCTV and Lighting 
 

24. In consultation with the police and the Safer by Design team, we have installed a high quality 
4K CCTV covering the High Street from left- and right-hand side perspectives, with additional 
CCTV covering the main entrance. CCTV Spotter screens are installed with live streaming of 
internal and external images.   We have included specific details of the CCTV we provide at 
the premises.  
 

25. In addition, recommendations were made for additional lighting to be installed along the side 
passageway along with additional CCTV. 
 

26. All recommendations were implemented and have subsequently been very effective: 
 

a. Additional PIR Lighting installed along the side passageway – positioned in accordance 
with the police Safer by Design team 
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b. Three additional 4k Color View CCTV Cameras installed – positioned in accordance 
with Licensing and Police recommendations  

c. Three CCTV cameras on the front of venue changed for wider angle coverage.  
 

27. Since opening Game Nation have successfully provided local Police officers four separate CCTV 
video recordings relating to incidents caught by our CCTV: one in the side passageway, one 
opposite the venue, one heading towards Bruce Grove and one regarding the Halifax Building 
Society.  
 

28. The police commented positively on the timely availability of CCTV videos, along with the high 
quality of the CCTV footage. 
 
StaffGuard 
 

29. We employ StaffGuard at our premises, including Tottenham. StaffGuard is a conflict 
management system that enables staff to contact a central head office if they are 
threatened, or have aggressive and/or intoxicated customers or if they feel vulnerable. Fully 
qualified and vetted operators take control of the situation using conflict management 
techniques and contact the emergency services for rapid response if required. 
 

30. Each member of our venue staff carries a remote-control key fob or keyring. 
 

31. Should a member of staff feel threatened or vulnerable to attack they can press the remote 
fob or keyring which immediately alerts the StaffGuard Conflict Management Centre (CMC). 
Colour coded lights reassure the member of staff that they are connected to the CMC 
centre. 
 

32. The system also allows a member of staff to connect to the CMC centre which may require 
emergency services assistance but hasn't escalated to that point. The CMC operator will 
confirm a "Standby" situation and continue listening should assistance be required. 
 

33. From that point the CMC staff will be able to both see and listen to what is happening on 
site. The CMC operator will then announce "Security, which service do you require?" - This 
intervention is normally sufficient to deter further conflict or potential conflict and at that 
point the person causing concern normally leaves the premises. 
 

34. The system provides 2-way communications which enables the CMC operator to speak to 
the member of staff and the person causing concern 

 
Training 
 

35. Staff receive training on spotting the signs of those who have had too much to drink or are 
under the influence of drugs. They are also trained to recognize potential instances of crime 
and disorder and suspicious transactions, and in the event of any concern about a customer.  
Examples of our training documentation are attached. This then leads into the training we 
provide on conflict management.  
 

36. The conflict management training we provide staff is designed to help them recognize Anti-
Social behavior and to utilize a range of de-escalation and defusion techniques.   
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37. The training we provide is BILD (BILD Association of Certified Training) accredited.   
 

38. Part of our training package includes an eLearning platform which includes induction and 
introductory Gambling Act 2005 modules, more detailed modules on AGC operation, conflict 
management, anti-money laundering and safer gambling. The platform backend information 
on the training activities of each staff member allows us to monitor their performance and 
areas where they may need to develop.  
 
Crime and Drugs 
 

39. We endeavor to work with local police Safer Neighborhood Teams on issues such as street 
drinking, homelessness and ASB.  

 
40. We do not tolerate drug use in our premises and anyone found with drugs will be banned. 

Unlike betting shops we do not let customers stay in our premises if they are not playing on 
the machines. This makes the premises less attractive to drug dealers who can hang around 
betting shops to watch the events on which they bet. We do not have live sport as you find 
in betting shops.  
 

41. We also believe the high quality CCTV we operate, both inside and out, acts as a deterrent to 
drug dealers.  
 

42. We design our toilet areas to prevent places where customers could use or hide drugs.  
 
SmartHub tablets for managing and recording self-exclusions and interactions 
 

43. We use SmartHub tablets and software to manage our premises. The tablets are used to 
manage and record self-exclusions, customer interactions and age verification. Full details 
are attached. The system has extensive back office functions which allow us to monitor 
venue and staff performance and, for instance, identify where staff may need more training 
or where we need to reinforce working practices in venues.  
 

44. SmartHub is a tool staff use to manage self-exclusion. The tablet allows staff to quickly take 
customers through the self-exclusion process. We link with the BACTA national self-
exclusion scheme, and customers can register for the scheme at our venues.  
 

45. SmartHub guides staff to ensure we effectively interact with customers and provide them 
with safer gambling options. We find that staff can be incentivized by the records SmartHub 
provides. As well as demonstrating where staff may need development it also highlights 
examples of staff best practice or exemplary performance.  
 
Vulnerability 
 

46. We take the licensing objective of protecting vulnerable people from being harmed or 
exploited by gambling extremely seriously. Staff are properly trained in their responsibilities, 
which include customer interaction and self-exclusion. We manage staff to ensure that they 
not only understand their responsibilities but perform accordingly. Importantly, unlike in, 
say, betting offices and pubs, our trained staff are not behind a bar or counter but on the 
trading floor interacting with customers while keeping abreast of their gambling and any 
untoward patterns or behaviours, prompting an interaction.  
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47. Socially responsible messaging is displayed on the walls, with signposting to how to obtain 
help with problem gambling. Machines themselves now display responsible gambling 
messaging. Our marketing and advertising (inside and out) complies with the Advertising 
Standards Authority’s codes in relation to gambling.  
 

48. We operate premises Play 2 Win at 23 Gerard Street in Soho. Above the premises, sharing 
the building on the 2nd and 3rd floors, are a Turning Point, Drug and Alcohol Wellbeing 
Service Clinic. Those suffering with alcohol and drug issues regularly visit the clinic and pass 
our AGC. We have a good relationship with the Turning Point who report that our premises 
do not create any problems for their patients.  We have not in fact been criticized in any of 
our premises on this score.  
 
Working with the Community 
 

49. We offered to meet remotely with the Public Health, the Regeneration Team and with the 
residents and the councilors who made representations to our premises licence application 
in 2020, to discuss our application and the operation of our arcades. They did not take up 
our offer. However, of course the offer still stands. We are more than happy to demonstrate 
that we meet our responsibilities to the community, and more. 
 

50. Prior to opening our Tottenham venue, we liaised directly with a wide-reaching external team 
of people from several enforcement positions: 
 

a. Leon Wedderburn   ASB Enforcement Officer for Haringey  
b. Graham Philpot   Town Center Snr Representation  
c. Philip Cone    Licensing Officer for Haringey  
d. Lee Warwick    Met Police 
e. Ian Waylan    Met Police – Safer by Design team 

 
51. As part of the collective workshop held in the aforementioned Tottenham venue the group 

openly discussed the real challenges operating in and around Tottenham High Street.  
 

52. We will always proactively work with the Council and SNT to be a proactive member of the 
Retail community delivering a high street retail business that would sit proudly on any High 
Street.  
 

53. We were particularly keen to establish our rules from the first day of our trade. Customers 
who wished to behave in an appropriate manner were welcomed, and are able to visit to enjoy 
our facilities (and complementary refreshments), while feeling safe and secure. Those who 
did not comply with our operating standards were banned, both for their own good and that 
of our staff and  customers. This has proved effective, since our behavioural standards are 
clearly understood, meaning that we have to resort to banning people less and less frequently.  
 

54. Since opening the Tottenham venue, we have become a highly responsible high street retail 
offer, we believe our LCCP standards are second to none and we have worked hard with the 
SNT to develop a venue that is a safe low stake environment, free from disorder.  
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55. I am able to say, without reservation, that I have no reason to believe that permitting us to 
open for the default hours will prove harmful to the licensing objectives. I would ask the Sub-
Committee to grant this variation accordingly.  
 
 

 
Signature: 
 
 
Stuart J Green, Chief Commercial Officer, City Gaming Limited 
 
 
Date:  
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STATEMENT OF GRAHAM GLANFIELD IN RESPECT OF THE APPLICATION TO VARY THE ADULT 
GAMING CENTRE PREMISES LICENCE AT GAME NATION, 450- 454 HIGH ROAD, TOTTENHAM, 

N17 9JN 

 

 

Background and Experience 
 

1. I am a self-employed consultant and I have worked in the Gambling Sector for approximately 
45 years. My experience includes over 10 years as the Technical Director for Rank 
Amusements Limited, RAL Limited and Talarius PLC, following which I was Head of Gaming for 
over 10 years at Moto Hospitality Limited.  At various times these companies have been some 
of the largest adult gaming centre (AGC) operators in the UK.  
 

2. In my previous roles I have been responsible for working closely with the Gambling 
Commission and succeeded in uniting the Motorway Services sector to engaging regularly with 
the Gambling Commission. These meetings allowed for frank discussion around any concerns 
the Commission had relating to a sector that consisted of more than 160 AGCs.  
 

3. I hold a Personal Management Licence issued by the Gambling Commission. I have been a 
member of British Amusement Catering Trade Association (BACTA) and I am currently a 
member of the Gambling Business Group. 
 

4. Whilst at Moto Hospitality Ltd, I was personally responsible the compilation and submission 
of over 40 AGC Premises Licence applications and a similar number of Family Entertainment 
Centre Permits. All applications were successful. 
 
City Gaming Limited 
 

5. In April 2019 I met with City Gaming Limited’s Chief Executive Officer and put forward a 
proposal based around the integration of several businesses that were being acquired by City 
Gaming Limited at that time. I was subsequently contracted by City Gaming Limited to work 
on the integration of these businesses in relation to ensuring that there was a consistent 
approach across the entire business to overall compliance with the Licence Conditions and 
Codes of Practice as set out by the Gambling Commission. In addition to the compliance 
integration, I also commissioned and rolled out a comprehensive machine cash collection and 
reporting system. 
 

6. City Gaming Limited, through several different trading companies licensed by the Gambling 
Commission, currently operate 58 AGC premises across Greater London, the Home Counties, 
East Midlands and South Yorkshire. 
 

7. I continue to work with City Gaming Limited and each of their associated licensed companies 
to ensure their ongoing gambling compliance.  This involves remaining fully informed of any 
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upcoming legislation and changes to gambling regulation, visiting AGC premises to conduct 
audits, working with the on-site managers updating local area risk assessments and working 
with the Chief Commercial Officer, the Operations Directors and the Area Managers on their 
management oversight process. 
 

8. City Gaming Limited’s management oversight process is a robust procedure that ensures the 
business identifies compliance risks and takes action to mitigate these risks at both higher 
management and premises level. The process is based on the data produced from every venue 
across the business by the input of interaction and incident logs by staff into their IHL 
SmartHub system.   
 

9. Every interaction and incident recorded on the SmartHub is reviewed by myself every week  
and this information, along with related action points, are communicated to the business via 
weekly compliance action reports and monthly and quarterly compliance review meetings. 
 

10. The weekly reporting process examines every element of day-to-day compliance and the 
resulting reports are circulated to the Chief Commercial Officer, the Operations Directors and 
other key stakeholders within the business.  The weekly report details all events that require 
action or acknowledgement by Senior Operations Management and this feeds down to the 
staff at each premises.  Interactions and incidents will include accident reports, test purchase 
failures, police-required incidents, incidents and interactions requiring action, self-exclusions 
where no prior interactions have been recorded or where an exclusion form was not 
completed, and any suspicious anti-money laundering activity. 
 

11. Between July and September 2022 the Gambling Commission conducted a compliance 
assessment of City Gaming Limited and their associated trading companies.  This included 
inspections of several AGC premises and an inspection of the companies’ social responsibility 
policies and procedures.  
 

12. In September 2022 I accompanied the Chief Executive Officer and the Chief Operating Officer 
of City Gaming Limited in a meeting with the Gambling Commission to review the companies’ 
compliance procedures and the results of the Gambling Commission’s inspections.  The 
management oversight process outlined above was presented to the Gambling Commission 
officers, who verbally commended the work that I carry out with City Gaming Limited and 
confirmed a positive outcome from their compliance inspection. 
 

13. In my time working with City Gaming Limited, neither the Company or any of their associated 
trading companies have been the subject of any sanctions or regulatory action by the 
Gambling Commission.  Nor have any of the licensed AGC premises been the subject of 
regulatory action by any local authority in whose jurisdiction they trade.   
 
Game Nation, 450-454 High Road, Tottenham 
 

14. In June 2021, when the AGC premises at 450-454 Tottenham High Road opened, I was tasked 
with writing to the local centres for the vulnerable on behalf of City Gaming Limited to share 
information about the measures that we have in place to protect the vulnerable in the area, 
to provide management contact details and to invite the institutions to meet with us. I emailed 
the following institutions on 9th July 2021: 
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a) Highway House 
b) St Mungo’s 
c) CARIS 
d) Home Start 
e) OKF 
f) Ashness Care 
g) HAGA 
h) Grove Drug Treatment Service 
i) Blenheim CDP 
j) Bubic 

 
15. I provided the list of the institutions and a copy of the correspondence to Graham Philpot, 

Philip Cone and Leon Wedderburn from Haringey Council as well as Lee Warwick and Ian 
Waylen from the Metropolitan Police. Mr Wedderburn confirmed that these organisations 
included all those that he was aware of in the area. 
 

16. In addition, following the advice of Haringey Council, I wrote to David Lammy MP on behalf of 
City Gaming Limited on 20th July 2021 inviting Mr Lammy to meet our Operations Team at the 
premises to demonstrate first-hand how the business operates and the premises’ positive 
attitude towards working with the community.  I received an automated response from Mr 
Lammy but I did not receive a direct response to the invitation and as far as I am aware the 
business is yet to have an opportunity to meet with Mr Lammy. 
 

17. Through analysis of the IHL SmartHub data used as part of the management oversight process, 
I have noted that the premises at 450-454 Tottenham High Road has seen a decline in the 
number of incidents, interactions, age verification interactions and incidents where police 
assistance has been required since the premises opened. In my opinion this demonstrates that 
customers are now aware of the controls and processes in place at the premises, meaning 
there are fewer problematic interactions that require logging through the IHL SmartHub 
system. 

 

 

Signature:   

 

  Graham Glanfield 

 

Date:   

17



1 
 

 Game Nation 

450-454 High Road, Tottenham, N17 9JN. 
 

Report on application to vary the Premises Licence 

By 

Adrian Studd, Independent Licensing Consultant. 

 
 

 
Introduction and Summary Conclusion. 
 

1. Poppleston Allen Solicitors have instructed me in connection with the application to 

remove Condition 1 on the current premises licence which states; The opening hours 

of the premises to be limited to 0900 to 2400 on Monday – Saturday and 0900 to 2300 

on Sundays.  
 

2. I have been instructed to consider the impact on the licensing objectives and in 

particular on crime and disorder and police resources in the area, should the 

application be granted, and to consider the representations made and any conditions 

necessary to address these concerns. 

 
3. I worked for 31 years as a police officer in London, including 10 years as an Inspector 

and Chief Inspector manging the Licensing team in the central unit responsible for 

licensed premises across London. I have worked as a licensing consultant, mainly 

employed in London, since my retirement in 2012. I conducted observations and 

prepared a report in connection with the application for the existing licence in 2020. 

 
4. In connection with this application I conducted observations in the area between 

15.00 hours and 03.00 hours on a total of Five (5) occasions: on Thursday the 8th 

September 2022, Friday 9th September 2022, Saturday 24th September 2022, Monday 

10th October 2022 and Friday 14th October 2022. Over these five days I observed 

Game Nation and Admiral AGC’s and the wider area. I visited betting shops, local 
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shops and take-away’s and visited both AGC’s on a number of occasions to observe 

the operation of the premises and any impact that the AGC’s have on the area. 

 
5. I visited Game Nation on Five (5) occasions posing as a customer to observe 

compliance with existing conditions and the inside of premises, how the premises was 

managed and how staff and customers interacted. I also visited Admiral AGC 

opposite on Two (2) occasions. Admiral is currently licensed for 24 hours a day 7 

days a week and I visited this premises in order to consider the impact an AGC 

premises open for 24 hours a day has. 

 
6. During my observations and covert visits Game Nation was well run and complied 

with the objectives of the Gambling Act 2005. The local area risk assessment (LARA) 

identifies that the risk posed from gambling in the area is higher than many other 

areas due to higher rates of drug and alcohol abuse, crime, mental health issues and 

social depravation. The LARA sets out in detail the measures that will be in place at 

the premises to mitigate these risks. The premises complies with these measures. 

 
7. I completed an analysis of crime from the www.police.uk website and was unable to 

find any evidence that the premises generates crime or is associated with crime and 

disorder or anti-social behaviour in the area. There is no evidence provided by police, 

or any of the other representations, that the premises is connected to crime in the area 

or that granting the application will lead to an increase in crime and disorder, drug 

misuse or anti-social behaviour in the area. 

 
8. From my observations, crime analysis and visits Game Nation has no impact on crime 

and disorder or drug activity in the area. The Admiral AGC opposite Game Nation is 

licensed for operation 24 hours a day and I observed and visited this premises during 

the night-time hours applied for in this application. I observed that the operation was 

the same during the night-time as during the day and it had no impact on the area. I 

am satisfied that, if this application is permitted, it will have no impact on the area. 

Summary of expertise – Adrian Studd. 

9. I retired from the police service on 2nd November 2012 having completed 31 years 

exemplary service with the Metropolitan Police in London. Between January 2012 

and my retirement I was employed as the Chief Inspector in charge of licensing for 
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the London Olympic Games 2012. In this role, I headed up a team of officers with 

responsibility for supervision of licensing compliance at all the Olympic venues, 

including the Olympic Park. In addition, I was responsible for ensuring that any 

associated events were properly licensed, sufficiently staffed and operated in 

accordance with the licensing legislation and best practice in order to ensure the safe 

and effective delivery of the Olympic Games. 

 

10. In addition to leading my team, I visited and worked with both the Olympic-park 

management and many other venues, reviewing their policies and procedures and 

ensuring that the Games were delivered safely and securely. The success of this 

operation not only protected the reputation of the MPS but provided positive benefits 

for the profile of the MPS and the United Kingdom. I have been awarded an Assistant 

Commissioners Commendation for this work. Prior to this role, between Jan 2002 and 

January 2012, I was employed first as an Inspector and then as a Chief Inspector on 

the MPS Clubs and Vice Unit (Now SCD9 Serious and Organised crime command). 

My responsibilities over this period focussed on all areas of licensing and included 

day to day supervision of the licensing team that had a London wide remit to support 

the Boroughs with licensing activity. 

 

11. Providing both Overt and Covert support for policing problem licensed premises 

across London, my team worked with premises when licensing issues were identified, 

in order to address these problems through the use of action plans in order to raise 

their standards. Where this failed, I would support the Boroughs with evidence for use 

at review hearings if required. I devised and implemented the MPS strategy 'Safe and 

Sound' which seeks to improve the safety of customers at licensed premises by 

reducing violent and other crime, in particular gun crime and the most serious 

violence. I also developed a Promoters Forum and risk assessment process, and 

together these initiatives contributed to an overall reduction in violence in London of 

5% and of the most serious violence and gun crime at licensed premises by 20% 

whilst I was there. 

 

12. From 2004 until 2008, my role included representing the MPS and ACPO licensing 

lead both in London and Nationally. In this role, I developed key partnerships with 

industry, NGOs and Government departments in order to improve the standards at 
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licensed premises. I sat on the BII working party and helped develop the national 

training for Door Supervisors and worked with the SIA to successfully introduce the 

new regime within London. I sat on a number of Government working parties and 

worked closely with the alcohol harm reduction team on identifying best practice and 

ensuring this was used both within London and nationally by police and local 

authorities. 

 

13. For the last five years of my police service I was responsible for licensing at the 

Notting Hill Carnival, the largest street carnival in Europe. During this time, I 

contributed to a reduction in violence overall at the Carnival and delivered increased 

seizures of illegal alcohol, reduction of unlicensed alcohol sales and a reduction in 

alcohol related violence. In addition to the above, I have attended a large number of 

internal MPS training and qualification courses, and I am trained in conducting health 

and safety risk assessments and hold the National Certificate for Licensing 

Practitioners, issued by the British Institute of Inn keeping (BII). 

 

14. Following my retirement, I set up a licensing consultancy to provide independent 

advice for premises requiring a local authority licence. Since then, I have provided 

evidence gathering services and advice to a broad range of licensed premises on a 

variety of issues, including crime and disorder, cumulative impact, sexual 

entertainment, street drinking, rough sleepers, age related products, betting and 

gaming and planning. This work has involved premises that benefit from licences for 

activities such as alcohol on and off licences, betting premises licences, SEV licences 

and late-night refreshment. I have provided expert witness evidence at both local 

authority and appeal court hearings. 

 

Licensing Objectives under the Gambling Act 2005 

 

15. All licensed gambling premises are required to fulfil the following objectives: 

 

• Preventing gambling from being a source of crime or disorder, being     

associated with crime or disorder or being used to support crime. 
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• Ensuring that gambling is conducted in a fair and open way. 

 

• Protecting children and other vulnerable persons from being harmed or 

exploited by gambling. 

 

Overview of premises. 

16. Game Nation is an adult gaming centre (AGC) located in Tottenham High Road about 

250 metres from Tottenham police station. It is currently licensed to open from 09.00 

to 24.00 hours Monday to Saturday and 09.00 to 23.00 hours on Sunday having 

successfully applied for the licence in 2020 and I am not aware of any crime that has 

taken place at the premises in this time. The police have submitted a general 

representation against this application but have not produced evidence of any crimes 

directly connected to the premises. 

 

17. There is another AGC in Tottenham High Road, Admiral Casino at 475 Tottenham 

High Road which is licensed to open 24 hours a day and also in the area betting shops 

run by Ladbrokes, William Hill and Paddy Power. The area has a variety of shops 

including convenience stores, fruit and veg with a diverse range available and many 

independent restaurants and take away premises as well as national chains such as 

McDonalds, Kentucky Fried Chicken and Costa Coffee. In common with similar 

areas there are cycle delivery riders going to and from local restaurants and take-

aways picking up and delivering meals to residents. In common with most retail areas 

there are a number of empty units and some looks run down and neglected and 

inevitably attract graffiti and damage. 

 
Observations in area. 

 
18. I conducted observations in the area in connection with this application on Five (5) 

separate occasions, Thursday the 8th September, Friday 9th September, Saturday 24th 

September, Monday 10th October and Friday 14th October between 15.00 hours and 

03.00 hours in order to observe the operation of Game Nation, observe the area as it is 

in the afternoon and evening when the premises is open and in the area at night-time 

when the premises is closed. 
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19. In addition to observing the vicinity of the premises and local shops and take-away 

premises I went into Game Nation on Five (5) occasions posing as a customer to 

observe compliance with existing conditions, watch how the premises is run and 

observe the customers playing the games and interacting with each other and staff. I 

also went into the Admiral AGC opposite that open 24 hours a day 7 days a week on 

Two (2) occasions to consider the operation and impact of an AGC premises that is 

open for 24 hours a day. 

 
20. On Thursday 8th September I arrived in the area at about 15.00 hours. The area was 

busy with shoppers, school children and families and others using the shops, 

restaurants and take-aways. The road was busy with through traffic and buses. I 

observed one beggar close to Bruce Grove station but none in the vicinity of Game 

Nation. I did not see any evidence of drugs or drug dealing in the street. 

 
21. I entered Game Nation at about 16.20 hours, the premises was clean and bright with a 

good atmosphere. Staff were visible moving around the premises and chatting to 

customers. There were about six people playing on the machines. I visited the toilet, a 

combined male/female/disabled space with access controlled by staff and found it 

clean and tidy. 

 
22. The toilet is designed to minimise the potential to misuse drugs with flat surfaces 

designed out, for example the cistern top was covered with a sloped wooden cover. I 

swabbed the surfaces for traces of cocaine but found none and was unable to find any 

evidence of drug misuse in the toilet. 

 
23. At 18.50 I observed a door supervisor outside the premises by the front door who then 

returned inside the premises. I went into the premises again at 19.10 and the door was 

locked with access controlled by the door supervisor inside activating the security 

lock. The entrance is covered by extensive CCTV with the monitors clearly visible 

inside the premises. Again the premises was well run with the door supervisor 

chatting to those playing on the machines and a generally relaxed atmosphere. 

 
24. The High Road remained busy through the evening with people using the take-aways 

and restaurants and Deliveroo and other delivery riders coming and going. Some 
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shops were closed while others remained open and busy. It is clear some locals, 

particularly some young males, spend time on the street socialising, eating and 

meeting with friends but the atmosphere was generally unthreatening, and I did not 

see any evidence of drugs or overt drug dealing. I did not see any beggars or incidents 

at, or close to, Game Nation or any evidence of gangs inside the premises or in the 

vicinity. I left the area about 21.00 hours. 

 
25. Friday 9th September followed a similar pattern to the previous day. During the early 

evening, the road was again busy, there was a male begging further along the road but 

none near Game Nation. I observed the premises at about 20.45 when two males 

approached the front door. They appeared to me to be early 20’s and rang the bell for 

admission. I followed them into the premises, and we were stopped by the door 

supervisor as we entered the premises. He waved me in but asked to see ID 

documents from the two males and checked this before letting them in. 

 
26. The premises was busier than previously with about 15 to 20 customers playing on the 

machines. There was a diverse range of ages, sex and ethnicity and the atmosphere 

was relaxed. Again there was no evidence of gangs or groups loitering inside or of 

alcohol, drugs or drug dealing. Tea and coffee were available, and some customers 

were consuming this. 

 
27. Leaving the premises the High Road was busy with people meeting and getting food, 

using the restaurants and generally active on the street. The weather was still warm. I 

did not see evidence of drunkenness, drugs or gangs in the premises, or in the vicinity 

of the premises, and while there were examples of drunkenness, begging and the 

occasion individual suffering mental health problems in the wider Area, this was no 

more than would be expected in any similar London Borough. 

 
28. I visited the premises again on the night of Saturday 24th September arriving in the 

area at about 21.30 hours. The betting shops appeared open but quiet, Admiral AGC 

opposite was open but appeared quite quiet, I observed three (3) males go to the door 

and ring a bell, a door supervisor admitted them. Game Nation appeared open, and the 

door was closed. 

 
29. The area generally was quite busy with pedestrians, cars and other traffic. The take-
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away premises were busy as was The Beehive public house. The Elbow Room pub 

appeared open, but The Ship pub closed. I did not notice any beggars or obvious gang 

related activity in the area. 

 
30. I went to the door of Game Nation at about 22.30 hours. It was locked and I rang the 

bell and was admitted to the premises. On entry to the premises customers have to 

walk past the door supervisor to get into the gaming area and I was welcomed in. 

There was a male who appeared to be the manager who also greeted me and another 

staff member who was cleaning. 

 
31. There were about half-a-dozen customers who were playing at the machines and the 

atmosphere was good and relaxed. I played on a few machines for about 10-15 

minutes and found the premises was well managed, the atmosphere relaxed and 

conditions complied with. When leaving the premises I enquired what the closing 

time was and was told 11.45pm. The staff were friendly and professional and the 

premises clean and attractive. 

 
32. I continued my observations in the area and noted that the bookmakers had closed and 

some of the take-away premises were also closed or closing while others remained 

open and busy with both customers and delivery riders. Bruce Street Station was open 

but quiet. Overall I would say that the people in the area were diverse by age, sex and 

ethnicity, including some families, and were on foot as well as using the buses and 

vehicles. The atmosphere was generally relaxed and there was no evidence of crime 

and disorder. 

 
33. I conducted observations again on Monday 10th October arriving at about 16.00 hours. 

The area was very busy with a diverse range of people including school children, 

families and adults using the full range of shops, cafés and public house facilities 

available. The Beehive, Ship and Elbow Room pubs were open and quite busy. I 

visited all the betting shops in the vicinity Ladbrokes (x 2) Paddy Power and William 

Hill. All were busy with customers watching and betting on the various sports being 

televised and playing the machines. 

 
34. I saw no incidents in or near any of the betting shops or pubs and the atmosphere was 

generally relaxed. There was often a couple of individuals at a time standing outside 
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these premises smoking, but I saw no suspicious activity such as drug dealing or gang 

issues. 

 
35. I observed occasional beggars and street drinkers in the street and was approached as I 

stood at the bus stop by a dishevelled female begging. I could see no connection 

between these individuals and the betting or alcohol licensed premises in the High 

Road and they appeared to wander up and down the road approaching people 

randomly. 

 
36. As the afternoon wore on the restaurants and take away premises got busier, in 

particular McDonalds and KFC and similar take away and restaurant premises. There 

were many Deliveroo and similar riders picking up food for delivery. Walking past 

both Game Nation and Admiral I could see both had what appeared to be a small 

number of customers inside and the occasional customer coming and going but no one 

loitering in the vicinity or other indications of crime issues. At 20.15 I observed two 

males go to the door of Game Nation and ring the bell, they were admitted after a few 

seconds. 

 
37. At about 21.20 I went to the door of Game Nation and rang the bell. After a few 

seconds I was admitted and walking in I was greeted by the door supervisor who was 

in the lobby area by the entrance. The premises was clean and tidy with a small 

number of customers and another member of staff walking the floor. I stayed in the 

premises for about 10 -15 minutes and the atmosphere was relaxed and the premises 

well managed. 

 
38. At about 21.50 I went onto Admiral AGC opposite. The entry procedure was similar 

to Game Nation, and I rang the bell and was admitted. Inside the premises was similar 

to Game Nation with a door supervisor and staff member, tea, and coffee available. 

There were about a diverse range of male and female customers playing the machines. 

The atmosphere was relaxed and the premises well managed. I did not see any 

evidence of crime, drugs or gang activity. After about 15 minutes I left the premises. 

 
39. The High Road was quieter and by about 22.30 most of the shops had closed although 

Ozdiller and a few of the other independent supermarkets and convenience stores 

were open and the restaurant and take-away premises and pubs were still busy. There 
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were still people on the street, coming and going to the various shops and premises 

and standing outside some of these smoking. The AGC’s were open with a few 

customers coming and going but other then that they had no impact on the area and 

were no different from any of the other open premises. There were younger people on 

the street, some loitering and chatting, but there was no obvious gang activity, crime 

and disorder or drug dealing. I left the area at about midnight. 

 
40. On Friday the 14th of October I arrived in the area at about 22.30. The High Road was 

busy with many of people out and about using the takeaways and restaurants, pubs 

and supermarkets and convenience stores. Bruce Grove station was busy with people 

coming back from nights out and this activity continued through the evening and into 

the night. By midnight, the area was still busy and premises such as the Beehive pub 

were closing, and people were still coming from the station and accessing food and 

transport. 

 
41. Game Nation was closed but the Admiral AGC was open, and I observed the outside 

of the premises. Apart from the occasional smoker there was no-one loitering outside 

and no people entering then leaving a brief time later. I went to the door at about 

01.00 hours and rang the bell and was admitted by the door supervisor. Inside the 

premises was busy with about 20 people using the machines. The Customers were a 

diverse mix of male and female of various ages. Some were chatting and drinking 

coffee and others just playing on the machines. There was a door supervisor by the 

door and another staff member walking the floor and chatting to customers. 

 
42. I played a couple of machines while observing the activity for 20 minutes or so. 

Customers mainly appeared to be alone on in small groups of two or three with 

friends. The atmosphere was relaxed. Customers arriving came in and played the 

machines, those leaving did so in ones and twos and walked away without loitering in 

the area. Occasionally a customer would go outside to smoke and then return. Inside 

the toilet was locked and I did not see anyone go into it. 

 
43. There were no groups inside not playing the machines, or huddled in corners, no 

people coming in briefly and then leaving without gaming. No customers obviously 

drunk or under the influence of drugs. The premises was orderly and well run and I 

did not see any evidence of gang related activity, drugs or crime and disorder. The 
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premises had no impact on the vicinity. 

  

Crime and Disorder. 

44. The premise is in Haringey Borough in the Tottenham Hale ward and borders with 

Bruce Grove ward with the boundary running down the centre of High Road. The 

nearby Admiral AGC is across the road in Bruce Grove ward. 

 

45. I have analysed crime figures available for the area (in Sept 2022) on the police.uk 

website and looked not only at Tottenham Hale ward but also at Bruce Grove ward 

that borders it on the other side of High Road. 

 
46. Looking at crime trends in both Tottenham Hale and Bruce Grove from August 2019 

to June 2022 the most common crimes are Violence and sexual offences, Anti-social 

behaviour and Vehicle crime. This is the case when the statistics are considered for 

either the last 12 months or 3 years with Violence and anti-social behaviour being by 

far the most common offences making up around 50% of all offences and vehicle 

crime the next most common. 

 
47. Tottenham Hale 12 months to June 2022. 

 

 
 

48. Tottenham Hale Last 3 years to June 2022. 
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49. Bruce Grove last 12 months. 
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50. Bruce Grove last 3 years. 

 
 

51. With the exception of vehicle crime these are offences most commonly associated 

with late-night alcohol licensed premises such as bars and night-clubs and there is no 

evidence that they are connected to Adult Gaming Centres. There is no evidence that 

the offences are connected to Game Nation. Vehicle crime is not a crime associated 

with AGC’s. 

Crime Hotspots. 

52. Analysing crime Hotspot data for both Tottenham Hale and Bruce Grove on the 

police.uk website: 

 

https://www.police.uk/pu/your-area/metropolitan-police-service/tottenham-

hale/?tab=crimemap 

and 

https://www.police.uk/pu/your-area/metropolitan-police-service/bruce-

grove/?tab=crimemap 

 

Hotspots are shown on a per month basis for all crime or crimes by definition. 
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53. Tottenham Hale All Crimes June 2022. 

 
54. Bruce Grove All Crimes June 2022. 
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55. The ‘all Crime’ analysis for Jan – June 2022 did not show any hotspots of any crime 

in the vicinity of Game Nation or Admiral. In Tottenham Hale Ward the nearest 

hotspots were in Stoneleigh Road car park and Brook Street and in Bruce Grove they 

were in St Loys Road and Felixstowe Road. 

 

56. I also searched on the most prevalent crimes on each ward for the same period for 

evidence that they were committed at or near Game Nation or the existing 24-hour 

AGC and no crimes had been recorded in the vicinity of either premise. 

 

Local Area Risk Assessment. 

57. I have reviewed the local area risk assessment that has been completed by Game 

Nation for this premises. The assessment identifies the local risks and appropriate 

measures that the operator will take to mitigate them. The local area risk assessment 

identifies that the risk posed from gambling in the area is higher than many other 

areas due to higher rates of drug and alcohol abuse, crime, mental health issues and 

social depravation and sets out in detail the measures that will be in place at the 

premises to mitigate these risks. 

 

58. These measures include: 

 
• Comprehensive CCTV, 

• Door control-use of Mag Lock to control entry, 

• Staffing-minimum of two members of staff on duty at any time with an 

additional, SIA registered security guard, at certain times, 

• Bespoke Gangs policy, 

• All staff trained on bespoke e-learning programme, 

• Staff support 24/7 through the Conflict Management Centre, 

• Night security staff on duty on Thursday to Sunday, 

• Toilets-Access controlled by staff and UV lighting to deter drug use, 

• Toilets-designed to eliminate opportunity for drug use, e.g. no flat 

surfaces, 

• Challenge 25 to prevent access by anyone under 18, 
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• Staff able to observe and monitor all machines in premises, 

• Premises windows and doors that are unattractive to children and prevent 

children seeing into premises, 

 

59. In my view the local risk assessment has identified the local risks and puts in place 

appropriate measures to mitigate them. I conducted an inspection of the premises 

during my observations and found that the premises operated to a high standard and 

implemented with the above measures. 

Representations. 

 

60. Representation have been submitted against this application on behalf of the 

Metropolitan Police, Public Health, Regeneration Team, Licensing, residents, 

councillors and the local MP. 

 

61. The police representation is a general objection and does not refer to any crimes or 

allegations at Game Nation or linked to it. The representation refers to offences such 

as anti-social behaviour, street drinking, use and supply of drugs, public order, theft 

from shops and a GBH that took place in McDonalds. There is no evidence produced 

that references these offences in any way to Game Nation or why the premises 

opening later would lead to an increase in these offences. 

 
62. These offences are consistent with the crime analysis and are not crimes that are 

related to Adult Gaming Centres generally or Game Nation in particular. They will be 

unaffected if this application is granted. Game Nation is a safe, well managed space 

with robust and effective measures in place to prevent drug and alcohol abuse and 

there is no evidence that its customers are responsible for the street or other crime in 

the area. 

 
63. The Public Health and Regeneration Team representation raises overlapping 

concerns. Public Health are concerned that the following licensing objectives will not 

be upheld: 

 
• Preventing gambling from being a source of crime or disorder, being 

associated with crime or disorder or being used to support crime. 
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• Ensuring that gambling is conducted in a fair and open way. 

• Protecting children and other vulnerable persons from being harmed or 

exploited by gambling.  

 
64. No evidence is produced that the premises currently fail to uphold these objectives 

and the police, the experts on crime and disorder, have not provided any evidence to 

support this assertion. The premises has operated since 2020 and has fully supported 

these objectives, there is no evidence to indicate this will not continue if the 

application is permitted. 

 

65. Concern is also raised that anti-social behaviour is high in the ward, however, it is 

important to consider that anti-social behaviour covers a range of offences including 

such things as graffiti, litter, abandoned vehicles and noisy neighbours so is not in 

itself a useful measure for this application. 

 
66. It is important, when considering the wider picture of crime in an area, to consider the 

context. The High Road is the busy retail area on the ward, containing alcohol on and 

off-licensed premises, convenience store, take-away food shops and restaurants. 

These are the places most local people go for shopping, food, drinking entertainment 

etc. it is to be expected that such an area would have the highest levels of crime. 

Crime takes place and is reported where people come together and congregate. 

Despite this there is no evidence that this takes place at or near Game Nation, or that it 

will if the application is granted. 

 
67. The representations also concern children and vulnerable people and highlights the 

proximity of schools. The premises currently operates from 08.00 to 24.00 hours 

which is at the times that school children are likely to be in the vicinity. There is no 

evidence that it currently has any adverse impact on them. There are robust measures 

in place contained in the risk assessment, for example challenge 25, and I observed 

that this was enforced during my observations. 

 
68. Drug dealing and drug use, gangs and street drinking are a particular problem that are 

raised in these concerns with speculation that gang members flee into betting shops 

and adult gaming centres as places of sanctuary. No evidence is provided to support 

this by public health, regeneration or police. In the case of Game Nation the door has 
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a Maglock controlled by the door supervisor, which I saw was correctly used, so it is 

not possible for this to occur currently in the evening and will not be possible during 

the additional hours applied for. 

 
69. The Licensing Authority representation raises the same concerns about the 

premises not supporting the licensing objectives and that street drinking, anti-social 

behaviour crime and disorder takes place. No evidence is supplied that links this to 

the existing premises or that granting this application will lead to an increase in this 

behaviour. 

 
70. Concerns are raised that the premises will be a ‘harbour’ and provide a draw for 

groups responsible for this behaviour late into the night. The premises is currently 

open until 24.00 hours and there is no evidence that it currently provides such refuge, 

or that it will in future if this application is granted. Due to the stringent conditions in 

place and management of the premises it cannot provide such a refuge, which itself is 

linked to alcohol on and off-licensed premises and Street Crime rather than the 

operation of an AGC. 

 
71. There is a suggestion that clients who are refused use of facilities at betting shops and 

similar generate crime that then leads to requirement for the police to attend. This is 

not supported by the police representation or crime data available on the police.uk 

website. No evidence is produced of any crimes reported, or police attendance at, the 

existing Game Nation premises or at the nearby Admiral AGC that is currently 

licensed to operate for 24 hours a day. 

 
72. The resident representations cover the same issues as the Licensing Team, 

Regeneration, Police and Public Health shown above. These include the perceived 

level of alcohol and drug abuse in the area, crime generally in the area, vulnerable 

adults using gambling premises, the existing anti-social behaviour and protection of 

children. Others refer to subjective views that anyone gambling after midnight “must 

have a problem” and that gambling is not conducive to a “nice area.” 

 
73. There are also concerns raised about the moral aspect of gambling, the decline of the 

High Road generally and perceived attractiveness. These are not relevant 

considerations for the application. Whilst I am sure the representations are genuinely 
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heart felt there is no evidence produced of harm caused by the existing Game Nation, 

or that granting the application will lead to an increase in any of these issues in the 

area. This premises already operates from 08.00 hours to 24.00 hours without any 

evidence of crime being generated by it or evidence that it currently fails to promote 

the Gambling Objectives or will do if this application is granted. 

 
74. There are objections from Two (2) councillors Councillor Zena Brabazon and 

Councillor Gordon Ruth and from Rt. Hon. David Lammy, MP for Tottenham. 

 
75. Councillor Brabazon raises concerns that the area profile identifies Tottenham Hale 

and Tottenham Central Wards as being most vulnerable to gambling related harm and 

questions the effectiveness of Game Nations LARA. However, no evidence of Game 

Nation causing such harm is produced and as described previously, the local risk 

assessment has identified the local risks and puts in place appropriate measures to 

mitigate them. 

 
76. Councillor Gordon Ruth’s representation refers to complaints apparently received 

from local residents about the operation of the premises currently and issues they have 

highlighted. However, there is no evidence of these issues given beyond the anecdotal 

and I did not find that this view was supported either by my observations or by the 

evidence of crime on the www.police.uk website. 

 
77. MP David Lammy raises general concerns that granting this application will increase 

the risk of gambling related crime and that, in his view, there are a high number of 

vulnerable adults in the area, particularly men, because of local hostels and HMO’s. 

No evidence is produced to support this view or how this specific premises would 

have a negative impact on them. The LARA acknowledges the issues in the area and, 

in my view, puts in appropriate measures to deal with them. 

 
Conclusion.  

 

78. This application is to extend the hours of the existing Adult Gaming Centre (AGC) 

premises located on Tottenham High Road. It currently opens from 9am to midnight 

Monday to Saturday and 9am until 11pm on Sunday. My observations and crime 

analysis have failed to find any evidence that the existing conditions have been 
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breached at the premises or there is currently crime associated with it. 

 

79. There have been a number of representations against the application including those 

from Residents, Police, Public Health and Regeneration Team, Licensing authority, 

local MP and Councillors. The representations highlight their writers concerns about 

what could happen and anecdotes about what does happen, however there is no 

evidence provided that the premises currently increases crime or attracts vulnerable 

people. 

 
80. The premises has a comprehensive Local Area Risk Assessment (LARA) that puts in 

place a raft of substantial measures to ensure that vulnerable groups cannot gain entry 

to the premises or take part in gaming. My observations and crime analysis indicates 

that this LARA is working and will continue to do so if this application is permitted. 

 
81. The High Street is a busy environment with a diverse range of shops, pubs, cafés and 

other retail units. It is where people meet, drink, congregate, and come into contact 

with each other. This is inevitably where crime takes place and gets reported. There is 

no evidence that this is connected to the existing AGC premises any more than the 

other premises on the High Road. 

 
82. From both my observations and crime analysis it is clear that Game Nation currently 

operates with no negative impact on the area. I am confident that if this application is 

granted and the premises is permitted to open 24/7 the premises will continue to have 

no negative impact on the area. 

 

I understand that my duty is to the Sub-Committee and this report has been prepared 

in compliance with that duty. All matters relevant to the issues on which my expert 

evidence is given have been included in this report. I believe the facts I state in this 

report to be honest and true and that the opinions I have expressed are correct to the 

best of my judgment. The fee for this report is not conditional on the outcome of the 

case in any way whatsoever. 

 

Adrian Studd, 

Independent Licensing Consultant. 

17/10/2022. 
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Extract of Licence Conditions
and Codes of Practice (LCCP)
for Arcades
Version effective from 12 September 2022
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1.1.1 - Qualified persons – qualifying position

Applies to:

All operating licences, except ancillary remote licences, issued to small-scale operators

1. In this condition the terms ‘small-scale operator’, ‘qualifying position’ and ‘qualified person’
have the meanings respectively ascribed to them by the Gambling Act 2005 (Definition of
Small-scale Operator) Regulations 2006.

2. Schedule X1 lists those individuals notified to the Commission as qualified persons.
3. If, whilst the licensee remains a small-scale operator, an individual begins or ceases to occupy

a qualifying position in relation to the licensee, the licensee must within 28 days apply to the
Commission under section 104(1)(b) of the Act for amendment of the details of the licence set
out in Schedule X1.

4. An application for amendment under section 104(1)(b) of the Act may be made in advance of
an individual beginning or ceasing to occupy a qualifying position provided it specifies the date
from which the change to which it relates is to be effective.

5. In this condition ‘qualified person’ has the same meaning as in the Gambling Act
2005(Definition of Small-scale Operator) Regulations 2006.

1 The schedules mentioned here will be attached to individual licences.
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4.2.1 - Disclosure to customers

Applies to:

All operating licences, except gaming machine technical, gambling software, host, ancillary,
remote bingo, and ancillary remote casino licences

1. Licensees who hold customer funds must set out clearly in the terms and conditions under
which they provide facilities for gambling information about whether customer funds are
protected in the event of insolvency, the level of such protection and the method by which this
is achieved.

2. Such information must be according to such rating system and in such form the Commission
may from time to time specify. It must be provided in writing to each customer, in a manner
which requires the customer to acknowledge receipt of the information and does not permit the
customer to utilise the funds for gambling until they have done so, both on the first occasion on
which the customer deposits funds and on the occasion of any subsequent deposit which is the
first since a change in the licensee’s terms in relation to protection of such funds.

3. In this condition ‘customer funds’ means the aggregate value of funds held to the credit of
customers including, without limitation:

a. cleared funds deposited with the licensee by customers to provide stakes in, or to meet
participation fees in respect of, future gambling;

b. winnings or prizes which the customer has chosen to leave on deposit with the licensee
or for which the licensee has yet to account to the customer; and

c. any crystallised but as yet unpaid loyalty or other bonuses, in each case irrespective of
whether the licensee is a party to the gambling contract.
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5.1.1 - Cash and cash equivalents

Applies to:

All operating licences except gaming machine technical, gambling software and host licences

1. Licensees, as part of their internal controls and financial accounting systems, must implement
appropriate policies and procedures concerning the usage of cash and cash equivalents (eg
bankers drafts, cheques and debit cards and digital currencies) by customers, designed to
minimise the risk of crimes such as money laundering, to avoid the giving of illicit credit to
customers and to provide assurance that gambling activities are being conducted in a manner
which promotes the licensing objectives.

2. Licensees must ensure that such policies and procedures are implemented effectively, kept
under review, and revised appropriately to ensure that they remain effective, and take into
account any applicable learning or guidelines published by the Gambling Commission from
time to time.

6.1.1 - Provision of credit

Applies to:

All gaming machine general operating licences for adult gaming centres and family entertainment
centres

1. Licensees must neither:
a. provide credit themselves in connection with gambling; nor
b. participate in, arrange, permit or knowingly facilitate the giving of credit in connection with

gambling.
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7.1.1 - Fair and transparent terms and practices

Applies to:

All operating licences except gaming machine technical and gambling software licences

1. Licensees must ensure that the terms on which gambling is offered, and any consumer notices
relating to gambling activity, are not unfair within the meaning of the Consumer Rights Act
2015. Licensees must comply with those terms.

2. The contractual terms on which gambling is offered and any consumer notices relating to
gambling activity must be transparent within the meaning of the Consumer Rights Act 2015.
The contractual terms on which gambling is offered must be made available to customers in an
easily accessible way.

3. Licensees must ensure that changes to customer contract terms comply with the fairness and
transparency requirements under the Consumer Rights Act 2015. Customers must be notified
of material changes to terms before they come into effect.

4. Licensees must ensure that they do not commit any unfair commercial practices within the
meaning of the Consumer Protection from Unfair Trading Regulations 2008, at any stage of
their interactions with consumers.
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12.1.1 - Anti-money laundering - Prevention of money laundering and
terrorist financing

Applies to:

All operating licences except gaming machine technical and gambling software licences

1. Licensees must conduct an assessment of the risks of their business being used for money
laundering and terrorist financing. Such risk assessment must be appropriate and must be
reviewed as necessary in the light of any changes of circumstances, including the introduction
of new products or technology, new methods of payment by customers, changes in the
customer demographic or any other material changes, and in any event reviewed at least
annually.

2. Following completion of and having regard to the risk assessment, and any review of the
assessment, licensees must ensure they have appropriate policies, procedures and controls to
prevent money laundering and terrorist financing.

3. Licensees must ensure that such policies, procedures and controls are implemented effectively,
kept under review, revised appropriately to ensure that they remain effective, and take into
account any applicable learning or guidelines published by the Gambling Commission from
time to time.

14.1.1 - Access to premises

Applies to:

All operating licences

1. Licensees must have and put into effect policies and procedures (including staff training
programmes) designed to ensure that their staff co-operate with the Commission’s enforcement
officers in the proper performance of their compliance functions and are made aware of those
officers’ rights of entry to premises contained in Part 15 of the Act.
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15.1.1 - Reporting suspicion of offences etc – non-betting licences

Applies to:

All operating licences except betting, betting intermediary, ancillary remote betting, betting host
and remote betting intermediary (trading rooms only) licences

1. Licensees must as soon as reasonably practicable, in such a form or manner as the
Commission may from time to time specify, provide the Commission with any information that
they know relates to or suspect may relate to the commission of an offence under the Act,
including an offence resulting from a breach of a licence condition or a code provision having
the effect of a licence condition.1

Read additional guidance on the information requirements contained within this section.

1 These matters are to be reported to us online via our ‘eServices’ digital service on our website

15.1.3 - Reporting of systematic or organised money lending

Applies to:

All non-remote casino, non-remote bingo, general betting, adult gaming centre, family
entertainment centre and remote betting intermediary (trading rooms only) licences

1. Licensees must as soon as reasonably practicable, in such form or manner as the Commission
may from time to time specify, provide the Commission with any information relating to cases
where they encounter systematic, organised or substantial money lending between customers
on their premises, in accordance with the ordinary code provisions on money lending between
customers.1

Read additional guidance on the information requirements contained within this section.

1 These matters are to be reported to us online via our ‘eServices’ digital service on our website

45

https://www.gamblingcommission.gov.uk/guidance/lccp-Information-requirements/guidance-to-operators-on-display-of-licensed-status-reporting-suspicion-of
https://www.gamblingcommission.gov.uk/service/operator-eservices
https://www.gamblingcommission.gov.uk/guidance/lccp-Information-requirements/guidance-to-operators-on-display-of-licensed-status-reporting-suspicion-of
https://www.gamblingcommission.gov.uk/service/operator-eservices


15.2.1 - Reporting key events

Applies to:

All operating licences

A key event is an event that could have a significant impact on the nature or structure of a licensee’s
business. Licensees must notify the Commission, in such form or manner as the Commission may
from time to time specify, of the occurrence of any of the following key events as soon as reasonably
practicable and in any event within five working days of the licensee becoming aware of the event’s
occurrence1.

Operator status

1. Any of the following applying to a licensee, any person holding a key position for a licensee, a
group company or a shareholder or member (holding 3% or more of the issued share capital of
the licensee or its holding company): • presenting of a petition for winding up • making of a
winding up order • entering into administration or receivership • bankruptcy (applying to
individuals only) • sequestration (applicable in Scotland), or • an individual voluntary
arrangement.

Relevant persons and positions

2. In the case of licensees who are companies or other bodies corporate having a share capital,
the name and address of any person who (whether or not already a shareholder or member)
becomes a shareholder or member holding 3% or more of the issued share capital of the
licensee or its holding company.

3. The taking of any loan by the licensee, or by a group company who then makes an equivalent
loan to the licensee, from any person not authorised by the Financial Conduct Authority: a copy
of the loan agreement must be supplied.

4. The appointment of a person to, or a person ceasing to occupy, a ‘key position’ (including
leaving one position to take up another). A ‘key position’ in relation to a licensee is:

a. in the case of a small-scale operator, a ‘qualifying position’ as defined in the Gambling Act
2005 (Definition of Small-scale Operator) Regulations 2006

b. in the case of an operator which is not a small-scale operator, a ‘specified management
office’ as set out in (current) LCCP licence condition 1.2

c. a position where the holder of which has overall responsibility for the licensee’s anti-
money laundering and/or terrorist financing compliance, and/or for the reporting of known
or suspected money laundering or terrorist financing activity.

d. any other position for the time being designated by the Commission as a ‘key position’.
(Notification is required whether or not the person concerned is required to hold a
personal management licence and whether or not the event notified requires the licensee
to apply for a variation to amend a detail of their licence.)

Financial events
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5. Any material change in the licensee’s banking arrangements, in particular the termination of
such arrangements or a particular facility and whether by the licensee or the provider of the
arrangements.

6. Any breach of a covenant given to a bank or other lender.

7. Any default by the licensee or, where the licensee is a body corporate, by a group company in
making repayment of the whole or any part of a loan on its due date.

8. Any change in the licensee’s arrangements as to the methods by which, and/or the payment
processors through which, the licensee accepts payment from customers using their gambling
facilities (this key event applies to remote casino, bingo and betting operating licences, except
ancillary and remote betting intermediary (trading room only) licences).

Legal or regulatory proceedings or reports

9. The grant, withdrawal or refusal of any application for a licence or other permission made by
the licensee, or in the case of a licensee which is a body corporate, any group company of
theirs, to a gambling regulator in another jurisdiction. In the case of a withdrawal or refusal of
the application, the licensee must also notify the reasons for such withdrawal or refusal. (This
condition does not apply to applications for licences or other permissions to carry on activities
which would fall outside the scope of a Gambling Commission operating licence if carried out in
Britain or with customers in Great Britain.)

10. Any investigation by a professional, statutory, regulatory or government body (in whatever
jurisdiction) into the licensee’s activities, or the activities of a person in a ‘key position’, where
such an investigation could result in the imposition of a sanction or penalty which could
reasonably be expected to raise doubts about the licensee’s continued suitability to hold a
Gambling Commission licence.

11. Any criminal investigation by a law enforcement agency in any jurisdiction in which the
licensee, or a person in a ‘key position’ related to the licensee, is involved and where the
Commission might have cause to question whether the licensee’s measures to keep crime out
of gambling had failed.

12. The referral to the licensee’s Board, or persons performing the function of an audit or risk
committee, of material concerns raised by a third party (such as an auditor, or a professional,
statutory or other regulatory or government body (in whatever jurisdiction)) about the provision
of facilities for gambling: a summary of the nature of the concerns must be provided.

13. The imposition by the licensee of a disciplinary sanction, including dismissal, against the holder
of a personal licence or a person occupying a qualifying position for gross misconduct; or the
resignation of a personal licence holder or person occupying a qualifying position following
commencement of disciplinary proceedings in respect of gross misconduct against that person.

14. The commencement (in whatever jurisdiction) of any material litigation against the licensee or,
where the licensee is a body corporate, a group company: the licensee must also notify the
outcome of such litigation.

15. The making of a disclosure pursuant to section 330, 331, 332 or 338 of the Proceeds of Crime
Act 2002 or section 19, 20, 21, 21ZA, 21ZB or 21A of the Terrorism Act 2000 (a suspicious
activity report): the licensee should inform the Commission of the unique reference number
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issued by the United Kingdom Financial Intelligence Unit of the National Crime Agency in
respect of each disclosure and for the purposes of this key event the five working day period
referred to above runs from the licensee’s receipt of the unique reference number. The licensee
should also indicate whether the customer relationship has been discontinued at the time of the
submission.

Gambling facilities

16. Any security breach to the licensee’s environment that adversely affects the confidentiality of
customer data; or prevents the licensee’s customers, staff, or legitimate users from accessing
their accounts for longer than 12 hours.

17. Where a gaming system fault has resulted in under or overpayments to a player (this includes
instances where a fault causes an incorrect prize/win value to be displayed).

18. In the case of remote gambling, the commencement or cessation of trading on website
domains (including mobile sites or mobile device applications) or broadcast media through
which the licensee provides gambling facilities (including domains covered by ‘white label’
arrangements). In this condition: ‘body corporate’ has the meaning ascribed to that term by
section 1173 of the Companies Act 2006 or any statutory modification or re-enactment thereof

a. in respect of a company, ‘holding company’ and ‘subsidiary’ have the meaning ascribed to
that term by section 1159 of the Companies Act 2006 or any statutory modification or re-
enactment thereof

b. a ‘group company’ is any subsidiary or holding company of the licensee and any
subsidiary of such holding company.

Read additional guidance on the information requirements contained within this section.

1Key events are to be reported to us online via the ‘eServices’ digital service on our website.
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15.2.2 - Other reportable events

Applies to:

All operating licences

1. Licensees must also notify the Commission in such form or manner as the Commission may
from time to time specify, as soon as reasonably practicable of the occurrence of any of the
following events1:

a. any material change in the licensee’s arrangements for the protection of customer funds
in accordance with licence condition 4 (protection of customer funds) (where applicable)

b. any change in the identity of the ADR entity or entities for the handling of customer
disputes, as required by the social responsibility code provision on complaints and
disputes.

c. their becoming aware that a group company which is not a Commission licensee is
advertising remote gambling facilities to those residing in a jurisdiction in or to which it has
not previously advertised, or their becoming aware of a sustained or meaningful
generation of 3% or 10% of group Gross Gambling Yield being exceeded by the group in
that jurisdiction.

d. any actual or potential breaches by the licensee of the requirements imposed by or under
Parts 7 or 8 of the Proceeds of Crime Act 2002, or Part III of the Terrorism Act 2000, or
any UK law by which those statutes are amended or superseded.

In this condition:

a. ‘group company’ has the same meaning as in condition 15.2.1; and
b. without prejudice to section 327 of the Gambling Act 2005, ‘advertising’ includes: having a

home page directed towards a jurisdiction and written in, or in one of, that jurisdiction’s official
language(s), having arrangements enabling that jurisdiction’s currency to be selected for
gambling or the use of payment methods available only in that jurisdiction, and providing a
specific customer service facility referable to that jurisdiction.

Read additional guidance on the information requirements contained within this section.

1 Other reportable events are to be reported to us online via the ‘eServices’ digital service on our
website.
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15.3.1 - General and regulatory returns

Applies to:

All operating licences

1. On request, licensees must provide the Commission with such information as the Commission
may require, in such a form or manner as the Commission may from time-to-time specify, about
the use made of facilities provided in accordance with this licence and the manner in which
gambling authorised by this licence and the licensee’s business in relation to that gambling are
carried on.

2. In particular within 28 days of the end of each quarterly period or, for those only submitting
annual returns, within 42 days of the end of each annual period, licensees must submit an
accurate Regulatory Return to the Commission containing such information as the Commission
may from time to time specify.1

Read additional guidance on the information requirements contained within this section.

1 Regulatory returns are to be submitted to us online via the ‘eServices’ digital service on our
website.

Ordinary code

These do not have the status of operator licence conditions but set out good practice. Operators may
adopt alternative approaches to those set out in ordinary code provisions if they have actively taken
account of the ordinary code provision and can demonstrate that an alternative approach is reasonable
in the operator's particular circumstances; or that to take an alternative approach would be acting in a
similarly effective manner.

Ordinary codes of practice are admissible in evidence in criminal or civil proceedings and must be taken
into account in any case in which the court or tribunal think them relevant, and by the Commission in the
exercise of its functions; any departure from ordinary code provisions by an operator may be taken into
account by the Commission on a licence review, but cannot lead to imposition of a financial penalty.

Social responsibility code

Compliance with these is a condition of licences; therefore any breach of them by an operator may lead
the Commission to review the operator’s licence with a view to suspension, revocation or the imposition
of a financial penalty and would also expose the operator to the risk of prosecution.
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1.1.1 - Cooperation with the Commission

Ordinary code

Applies to:

All licences

1. As made plain in its Statement of principles for licensing and regulation, the Commission
expects licensees to conduct their gambling operations in a way that does not put the licensing
objectives at risk, to work with the Commission in an open and cooperative way and to disclose
anything which the Commission would reasonably need to be aware of in exercising its
regulatory functions. This includes, in particular, anything that is likely to have a material impact
on the licensee’s business or on the licensee’s ability to conduct licensed activities compliantly.
Licensees should have this principle in mind in their approach to, andwhen considering their
compliance with, their obligations under the conditions attached to their licence and in relation
to the following provisions of this code.
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1.1.2 - Responsibility for third parties – all licences

Social responsibility code

Applies to:

All licences

1. Licensees are responsible for the actions of third parties with whom they contract for the
provision of any aspect of the licensee’s business related to the licensed activities.

2. Licensees must ensure that the terms on which they contract with such third parties:

a. require the third party to conduct themselves in so far as they carry out activities on behalf
of the licensee as if they were bound by the same licence conditions and subject to the
same codes of practice as the licensee

b. oblige the third party to provide such information to the licensee as they may reasonably
require in order to enable the licensee to comply with their information reporting and other
obligations to the Commission

c. enable the licensee, subject to compliance with any dispute resolution provisions of such
contract, to terminate the third party’s contract promptly if, in the licensee’s reasonable
opinion, the third party is in breach of contract (including in particular terms included
pursuant to this code provision) or has otherwise acted in a manner which is inconsistent
with the licensing objectives, including for affiliates where they have breached a relevant
advertising code of practice.
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1.1.3 - Responsibility for third parties – remote

Social responsibility code

Applies to:

All remote licences

1. Remote licensees must ensure in particular:
a. that third parties who provide user interfaces enabling customers to access their remote

gambling facilities:
i. include a term that any such user interface complies with the Commission’s

technical standards for remote gambling systems; and
ii. enable them, subject to compliance with any dispute resolution provisions of such

contract, to terminate the third party’s contract promptly if, in the licensee’s
reasonable opinion, the third party is in breach of that term.

2.1.2 - Anti-money laundering – other than casino

Ordinary code

Applies to:

All licences except casino licences

1. As part of their procedures for compliance with the requirements in respect to the prevention
and detection of money laundering in the Proceeds of Crime Act 2002 and the Terrorism Act
2000, licensees should take into account the Commission’s advice on the Proceeds of Crime
Act 2002, *Duties and responsibilities under the Proceeds of Crime Act 2002 – Advice for
operators (excluding casino operators). *
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3.1.1 - Combating problem gambling

Social responsibility code

Applies to:

All licences

1. Licensees must have and put into effect policies and procedures intended to promote socially
responsible gambling including the specific policies and procedures required by the provisions
of section 3 of this code.

2. Licensees must make an annual financial contribution to one or more organisation(s) which are
approved by the Gambling Commission, and which between them deliver or support research
into the prevention and treatment of gambling-related harms, harm prevention approaches and
treatment for those harmed by gambling.
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3.2.3 - AGC SR code

Social responsibility code

Applies to:

All adult gaming centre licences

1. Licensees must have and put into effect policies and procedures designed to prevent underage
gambling, and monitor the effectiveness of these.

2. This must include procedures for:

a. checking the age of apparently underage customers
b. removing anyone who appears to be under age and cannot produce an acceptable form

of identification
c. taking action when there are attempts by under-18s to enter the premises.

3. Licensees must ensure that their policies and procedures take account of the structure and
layout of their gambling premises.

4. Licensees must not deliberately provide facilities for gambling in such a way as to appeal
particularly to children or young people, for example by reflecting or being associated with
youth culture.

5. In premises restricted to adults, service must be refused in any circumstances where any adult
is accompanied by a child or young person.

6. Licensees must take all reasonable steps to ensure that all staff understand their
responsibilities for preventing underage gambling. This must include appropriate training which
must cover all relevant prohibitions against inviting children or young persons to gamble or to
enter gambling premises, and the legal requirements on returning stakes and not paying prizes
to underage customers.

7. Licensees must only accept identification which:

a. contains a photograph from which the individual can be identified
b. states the individual’s date of birth
c. is valid
d. is legible and has no visible signs of tampering or reproduction.

8. Licensees in fee category C or higher must conduct test purchasing or take part in collective
test purchasing programmes, as a means of providing reasonable assurance that they have
effective policies and procedures to prevent underage gambling, and must provide their test
purchase results to the Commission, in such a form or manner as the Commission may from
time to time specify.

Read additional guidance on the information requirements contained within this section.
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3.2.4 - AGC ordinary code

Ordinary code

Applies to:

All adult gaming centre licences

1. The Commission considers acceptable forms of identification to include any identification
carrying the PASS logo (for example Citizencard or Validate); a military identification card; a
driving licence (including a provisional licence) with photocard; or a passport.

2. Licensees should put into effect procedures that require their staff to check the age of any
customer who appears to them to be under 21.

3. Licensees should consider permanent exclusion from premises for any adult accompanied by a
child or young person on more than one occasion to premises restricted to adults, or if there is
reason to believe the offence was committed knowingly or recklessly.

4. Procedures should be put into effect for dealing with cases where a child or young person
repeatedly attempts to gamble on premises restricted to adults, including oral warnings,
reporting the offence to the Gambling Commission1 and the police, and making available
information on problem gambling.

5. Licensees in fee categories A or B should consider how they monitor the effectiveness of their
policies and procedures for preventing underage gambling (for example by taking part in a
collective test purchasing programme) and should be able to explain to the Commission or
licensing authority what approach they have adopted.

6. In providing training to staff on their responsibilities for preventing underage gambling,
licensees should have, as a minimum, policies for induction training and refresher training.

Read additional guidance on the information requirements contained within this section.

1 These matters are to be reported to us online via our ‘eServices’ digital service on our website.
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3.2.5 - Bingo and FEC SR code

Social responsibility code

Applies to:

All non-remote bingo and family entertainment centre licences

1. Licensees must have and put into effect policies and procedures designed to prevent underage
gambling, and monitor the effectiveness of these.

2. This must include procedures for:

a. checking the age of apparently underage customers
b. refusing entry to any adult-only areas to anyone unable to produce an acceptable form of

identification
c. taking action when there are unlawful attempts to enter the adult-only areas.

3. Licensees must ensure that their policies and procedures take account of the structure and
layout of their gambling premises.

4. Licensees must not permit children or young people to gamble in the adults-only areas of
premises to which they have access. If there is a ‘no under-18s’ premises policy, licensees
must pay particular attention to the procedures they use at the entrance to the premises to
check customers’ ages.

5. Licensees must take all reasonable steps to ensure that all staff understand their
responsibilities for preventing underage gambling. This must include appropriate training which
must cover:

a. all relevant prohibitions against inviting children or young persons to gamble on age-
restricted products or to enter age-restricted areas;

b. the legal requirements on returning stakes and not paying prizes to underage customers;
and

c. procedures for challenging any adult who may be complicit in allowing a child or young
person to gamble.

6. Licensees must only accept identification which:

a. contains a photograph from which the individual can be identified
b. states the individual’s date of birth
c. is valid
d. is legible and has no visible signs of tampering or reproduction.

7. Licensees in fee category C or higher must conduct test purchasing or take part in collective
test purchasing programmes, as a means of providing reasonable assurance that they have
effective policies and procedures to prevent underage gambling, and must provide their test
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purchase results to the Commission, in such a form or manner as the Commission may from
time to time specify.

Read additional guidance on the information requirements contained within this section.
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3.2.6 - Bingo and FEC ordinary code

Ordinary code

Applies to:

All non-remote bingo and family entertainment centre licences

1. The Commission considers acceptable forms of identification to include: any identification
carrying the PASS logo (for example Citizencard or Validate); a military identification card; a
driving licence (including a provisional licence) with photocard; or a passport.

2. Licensees should require a person who appears to relevant staff to be under the age of 21 to
be asked to produce proof of age, either at the point of entry to the gambling area or as soon as
it comes to the attention of staff that they wish to access gambling facilities.

3. Licensees should have procedures for dealing with cases where an adult knowingly or
recklessly allows a child or young person to gamble. These procedures might include refusing
to allow the adult to continue to gamble, removing them from the premises, and reporting the
incident to the police or local authorities, or taking action where forged identification is
produced.

4. Procedures should be put into effect for dealing with cases where a child or young person
repeatedly attempts to gamble on their premises, including oral warnings, reporting the offence
to the Gambling Commission1 and the police, and making available information on problem
gambling to the child or young person concerned.

5. Where it is likely that customers’ young or otherwise vulnerable children will be left unattended
on or adjacent to their premises, licensees should consider reminding customers of their
parental responsibilities and assess whether there is a need to develop procedures for
minimising the risk to such children.

6. Licensees in fee categories A or B should consider how they monitor the effectiveness of their
policies and procedures for preventing underage gambling (for example by taking part in a
collective test purchasing programme) and should be able to explain to the Commission or
licensing authority what approach they have adopted.

7. In providing training to staff on their responsibilities for preventing underage gambling,
licensees should have, as a minimum, policies for induction training and refresher training.

Read additional guidance on the information requirements contained within this section.

1 These matters are to be reported to us online via our ‘eServices’ digital service on our website.
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3.2.11 - Remote SR code

Social responsibility code

Applies to:

All remote licences (including ancillary remote betting licences in respect of bets made or
accepted by telephone or email), except lottery licences, gaming machine technical, gambling
software, host, ancillary remote casino, and ancillary remote bingo licences

1. Licensees must have and put into effect policies and procedures designed to prevent underage
gambling and monitor the effectiveness of these.

2. Such procedures must include:

a. Verifying the age of a customer before the customer is able to:
i. deposit any funds into their account;
ii. access any free-to-play versions of gambling games that the licensee may make

available; or
iii. gamble with the licensee using either their own money or any free bet or bonus.

b. warning potential customers that underage gambling is an offence;
c. regularly reviewing their age verification systems and implementing all reasonable

improvements that may be made as technology advances and as information improves;
d. ensuring that relevant staff are properly trained in the use of their age verification

procedures; in particular customer services staff must be appropriately trained in the use
of secondary forms of identification when initial verification procedures fail to prove that
an individual is of legal age; and

e. enabling their gambling websites to permit filtering software to be used by adults (such as
parents or within schools) in order to restrict access to relevant pages of those sites.
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3.2.12 - Remote ordinary code

Ordinary code

Applies to:

All remote licences (including ancillary remote betting licences), except gaming machine technical,
gambling software, host, ancillary remote bingo, ancillary remote casino and remote betting
intermediary (trading rooms only) licences

1. Licensees should, and should request their contracted partners to, draw attention to parental
responsibility as part of the purchasing process of facilities such as mobile phones and
interactive television.
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3.3.1 - Responsible gambling information

Social responsibility code

Applies to:

All licences, except gaming machine technical, gambling software, host, ancillary remote bingo,
ancillary remote casino and remote betting (remote platform) licences

1. Licensees must make information readily available to their customers on how to gamble
responsibly and how to access information about, and help in respect of, problem gambling.

2. The information must cover:

a. any measures provided by the licensee to help individuals monitor or control their
gambling, such as restricting the duration of a gambling session or the amount of money
they can spend

b. timers or other forms of reminders or ‘reality checks’ where available
c. self-exclusion options
d. information about the availability of further help or advice.

3. The information must be directed to all customers whether or not licensees also make available
material which is directed specifically at customers who may be ‘problem gamblers’.

4. For gambling premises, information must be available in all areas where gambling facilities are
provided and adjacent to ATMs. Information must be displayed prominently using methods
appropriate to the size and layout of the premises. These methods may include the use of
posters, the provision of information on gambling products, or the use of screens or other
facilities in the gambling premises. Information must also be available in a form that may be
taken away and may also be made available through the use of links to be accessed online or
using smart technology. Licensees must take all reasonable steps to ensure that this
information is also readily accessible in locations which enable the customer to obtain it
discreetly.
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3.3.2 - Foreign languages

Ordinary code

Applies to:

All licences, except gaming machine technical, gambling software, host, ancillary remote bingo
and ancillary remote casino licences

1. Licensees who market their services in one or more foreign languages should make available
in that, or those, foreign languages:

a. the information on how to gamble responsibly and access to help referred to above
b. the players’ guides to any game, bet or lottery required to be made available to customers

under provisions in this code
c. the summary of the contractual terms on which gambling is offered, which is required to

be provided to customers as a condition of the licensee’s operating licence.

3.3.4 - Remote time-out facility

Social responsibility code

Applies to:

All remote licences except: any remote lottery licence the holder of which does not provide
facilities for participation in instant win lotteries, ancillary remote betting licences, remote betting
(remote platform), gaming machine technical, gambling software, host, ancillary remote bingo,
ancillary remote casino and remote betting intermediary (trading room only) licences

1 Licensees must offer a ‘time out’ facility for customers for the following durations:

a. 24 hours
b. one week
c. one month or
d. such other period as the customer may reasonably request, up to a maximum of 6 weeks.
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3.4.1 - Premises-based customer interaction

Social responsibility code

Applies to:

All non-remote licences (except non-remote lottery, gaming machine technical, gambling software
and host licences); only the following remote licences – ancillary remote bingo, ancillary remote
casino, ancillary remote betting, remote general betting limited, and remote betting intermediary
(trading rooms only).

1. Licensees must interact with customers in a way which minimises the risk of customers
experiencing harms associated with gambling. This must include:

a. identifying customers who may be at risk of or experiencing harms associated with
gambling.

b. interacting with customers who may be at risk of or experiencing harms associated with
gambling.

c. understanding the impact of the interaction on the customer, and the effectiveness of the
Licensee’s actions and approach.

2. Licensees must take into account the Commission’s guidance on customer interaction.
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3.5.1 - Self exclusion – Non-remote and trading rooms SR code

Social responsibility code

Applies to:

All non-remote licences (except lottery, gaming machine technical and gambling software
licences) and remote betting intermediary (trading rooms only) licences

1. Licensees must have and put into effect procedures for self-exclusion and take all reasonable
steps to refuse service or to otherwise prevent an individual who has entered a self-exclusion
agreement from participating in gambling.

2. Licensees must, as soon as practicable, take all reasonable steps to prevent any marketing
material being sent to a self-excluded customer.

3. Licensees must take steps to remove the name and details of a self-excluded individual from
any marketing databases used by the company or group (or otherwise flag that person as an
individual to whom marketing material must not be sent), within two days of receiving the
completed self-exclusion notification.

4. This covers any marketing material relating to gambling, or other activities that take place on
the premises where gambling may take place. However, it would not extend to blanket
marketing which is targeted at a particular geographical area and where the excluded individual
would not knowingly be included.

5. Licensees must close any customer accounts of an individual who has entered a self- exclusion
agreement and return any funds held in the customer account. It is not sufficient merely to
prevent an individual from withdrawing funds from their customer account whilst still accepting
wagers from them. Where the giving of credit is permitted, the licensee may retain details of the
amount owed to them by the individual, although the account must not be active.

6. Licensees must put into effect procedures designed to ensure that an individual who has self-
excluded cannot gain access to gambling. These procedures must include:

a. a register of those excluded with appropriate records (name, address, other details, and
any membership or account details that may be held by the operator);

b. photo identification (except where the Licensee can reasonably satisfy themselves that in
the circumstances in which they provide facilities for gambling an alternative means of
identification is at least as effective) and a signature;

c. staff training to ensure that staff are able to administer effectively the systems; and
d. the removal of those persons found in the gambling area or attempting to gamble from the

premises.

7. Licensees must ensure that their procedures for preventing access to gambling by self-
excluded individuals take account of the structure and layout of the gambling premises.
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8. Licensees must, when administering the self-exclusion agreement, signpost the individual to
counselling and support services.
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3.5.2 - Self-exclusion – non-remote ordinary code

Ordinary code

Applies to:

All non-remote licences and remote betting intermediary (trading rooms only) licences, but not
gaming machine technical and gambling software licences

1. Self-exclusion procedures should require individuals to take positive action in order to self-
exclude. This can be a signature on a self-exclusion form.

2. Individuals should be able to self-exclude without having to enter gambling premises.

3. Before an individual self-excludes, licensees should provide or make available sufficient
information about what the consequences of self-exclusion are.

4. Licensees should take all reasonable steps to extend the self-exclusion to premises of the
same type owned by the operator in the customer’s local area. In setting the bounds of that
area licensees may take into account the customer’s address (if known to them), anything else
known to them about the distance the customer ordinarily travels to gamble and any specific
request the customer may make.

5. Licensees should encourage the customer to consider extending their self-exclusion to other
licensees’ gambling premises in the customer’s local area.

6. Customers should be given the opportunity to discuss self-exclusion in private, where possible.

7. Licensees should take steps to ensure that:

a. the minimum self-exclusion period offered is of a duration of not less than 6 nor more than
12 months

b. any self-exclusion may, on request, be extended for one or more further periods of at
least 6 months each

c. a customer who has decided to enter a self-exclusion agreement is given the opportunity
to do so immediately without any cooling-off period. However, if the customer wishes to
consider the self-exclusion further (for example to discuss with problem gambling groups),
the customer may return at a later date to enter into self- exclusion

d. at the end of the period chosen by the customer, the self-exclusion remains in place for a
further 6 months, unless the customer takes positive action in order to gamble again

e. where a customer chooses not to renew the self-exclusion, and makes a positive request
to begin gambling again during the 6 month period following the end of their initial self-
exclusion, the customer is given one day to cool off before being allowed access to
gambling facilities. The contact must be made via telephone or in person

f. notwithstanding the expiry of the period of self-exclusion chosen by a customer, no
marketing material should be sent to them unless and until they have asked for or agreed
to accept such material.
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8. The licensee should retain the records relating to a self-exclusion agreement at least for the
length of the self-exclusion agreement plus a further 6 months.

9. Please note that the Commission does not require the licensee to carry out any particular
assessment or make any judgement as to whether the previously self-excluded individual
should again be permitted access to gambling. The requirement to take positive action in
person or over the phone is purely to a) check that the customer has considered the decision to
access gambling again and allow them to consider the implications; and b) implement the one
day cooling-off period and explain why this has been put in place.

10. Licensees should have, and put into effect, policies and procedures which recognise, seek to
guard against and otherwise address, the fact that some individuals who have self-excluded
might attempt to breach their exclusion without entering a gambling premises, for example, by
getting another to gamble on their behalf.

11. Licensees should have effective systems in place to inform all venue staff of self-excluded
individuals who have recently attempted to breach a self-exclusion in that venue, and the
licensees neighbouring venues.

12. In providing training to staff on their responsibilities for self-exclusion, licensees should have, as
a minimum, policies for induction training and refresher training.
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3.5.3 - Self-exclusion – remote SR code

Social responsibility code

Applies to:

All remote licences except: gaming machine technical, gambling software, host, ancillary remote
bingo, ancillary remote casino, betting intermediary (trading room only) and remote betting
(standard) (remote platform) licences. Paragraph 8 does not apply to ancillary remote betting
licences, remote general betting (limited), or any remote lottery licence the holder of which does
not provide facilities for participation in instant win lotteries

1. Licensees must have and put into effect procedures for self-exclusion and take all reasonable
steps to refuse service or to otherwise prevent an individual who has entered a self-exclusion
agreement from participating in gambling.

2. Licensees must, as soon as practicable, take all reasonable steps to prevent any marketing
material being sent to a self-excluded customer.

3. Licensees must take steps to remove the name and details of a self-excluded individual from
any marketing databases used by the company or group (or otherwise flag that person as an
individual to whom marketing material must not be sent), within two days of receiving the
completed self-exclusion notification.

4. This covers any marketing material relating to gambling. However, it would not extend to
blanket marketing which is targeted at a particular geographical area and where the excluded
individual would not knowingly be included.

5. Licensees must close any customer accounts of an individual who has entered a self- exclusion
agreement and return any funds held in the customer account. It is not sufficient merely to
prevent an individual from withdrawing funds from their customer account whilst still accepting
wagers from them. Where the giving of credit is permitted, the licensee may retain details of the
amount owed to them by the individual, although the account must not be active.

6. Licensees must put into effect procedures designed to ensure that an individual who has self-
excluded cannot gain access to gambling. These procedures must include:

a. a register of those excluded with appropriate records (name, address, other details, and
any membership or account details that may be held by the operator);

b. a record of the card numbers to be excluded;
c. staff training to ensure that staff are able to administer effectively the systems; and
d. the removal of access from those persons found to have gambled or who have attempted

to gamble on the facilities.

7. Licensees must when administering the self-exclusion signpost the individual to counselling
and support services.
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8. Customers must be given the opportunity to self-exclude by contacting customer services and
in addition by entering an automated process using remote communication. In order to avoid
inadvertent self-exclusion it is acceptable for an automated process to include an additional
step that requires the customer to confirm that they wish to self-exclude. The licensee must
ensure that all staff who are involved in direct customer service are aware of the self-exclusion
system in place, and are able to direct that individual to an immediate point of contact with
whom/which to complete that process.
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3.5.4 - Self-exclusion – Remote ordinary code

Ordinary code

Applies to:

All remote licences (including ancillary remote betting licences), except gaming machine technical,
gambling software, host, ancillary remote bingo, ancillary remote casino, remote betting
intermediary (trading rooms only) and remote betting (standard) (remote platform) licences

1. Self-exclusion procedures should require individuals to take positive action in order to self-
exclude:

a. over the internet; this can be a box that must be ticked in order to indicate that they
understand the system

b. by telephone; this can be a direct question asking whether they understand the system.

2. Before an individual self-excludes, licensees should provide or make available sufficient
information about what the consequences of self-exclusion are.

3. Licensees should encourage the customer to consider extending their self-exclusion to other
remote gambling operators currently used by the customer.

4. Within the licensee’s information about self-exclusion policies, the licensee should provide a
statement to explain that software is available to prevent an individual computer from accessing
gambling internet sites. The licensee should provide a link to a site where further information is
available.

5. Licensees should take all reasonable steps to ensure that:

a. the minimum self-exclusion period offered is of a duration of not less than 6 nor more than
12 months;

b. any self-exclusion may, on request, be extended for one or more further periods of at
least 6 months;

c. the self-exclusion arrangements give customers the option of selecting a self-exclusion
period of up to at least five years;

d. a customer who has decided to enter a self-exclusion agreement is given the opportunity
to do so immediately without any cooling-off period. However, if the customer wishes to
consider the self-exclusion further (for example to discuss with problem gambling groups)
the customer may return at a later date to enter into self-exclusion;

e. at the end of the period chosen by the customer, self-exclusion remains in place, for a
minimum of 7 years, unless the customer takes positive action to gamble again;

f. where a customer chooses not to renew, and makes a positive request to begin gambling
again, during the 7 year period following the end of their initial self-exclusion, the
customer is given one day to cool off before being allowed to access gambling facilities.
Contact must be made via phone or in person; re-registering online is not sufficient; and

g. notwithstanding the expiry of the period of self-exclusion chosen by a customer, no
marketing material should be sent to them unless and until they have asked for or agreed
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to accept such material.

6. The licensee should retain the records relating to a self-exclusion agreement for as long as is
needed to enable the self-exclusion procedures set out in paragraph 5 above to be
implemented.

7. Please note that the Commission does not require the licensee to carry out any particular
assessment or make any judgement as to whether the previously self-excluded individual
should again be permitted access to gambling. The requirement to take positive action in
person or over the phone is purely to a) check that the customer has considered the decision to
access gambling again and allow them to consider the implications; and b) implement the one
day cooling-off period and explain why this has been put in place.

8. In providing training to staff on their responsibilities for self-exclusion, licensees should have, as
a minimum, policies for induction training and refresher training.

3.5.5 - Remote multi-operator SR code

Social responsibility code

Applies to:

All remote licences except: any remote lottery licence the holder of which does not provide
facilities for participation in instant win lotteries, ancillary remote betting, remote general betting
(remote platform), remote betting intermediary (trading room only), remote general betting
(limited), gaming machine technical, gambling software, host, ancillary remote bingo, and ancillary
remote casino licences

1. Licensees must participate in the national multi-operator self-exclusion scheme.

72



3.5.6 - Multi-operator non-remote SR code

Social responsibility code

Applies to:

All non-remote casino, bingo and betting licences (except in respect of the provision of facilities for
betting in reliance on a track premises licence) and holders of gaming machine general operating
licences for adult gaming centres

1. Licensees must offer customers with whom they enter into a self-exclusion agreement in
respect of facilities for any kind of gambling offered by them at licensed gambling premises the
ability to self-exclude from facilities for the same kind of gambling offered in their locality by any
other holder of an operating licence to whom this provision applies, by participating in one or
more available multi-operator self-exclusion schemes.
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3.6.5 - AGCs

Ordinary code

Applies to:

All adult gaming centre licences

1. Licensees who employ children (under-16-year-olds) and young persons (those aged 16 and
17) should be aware that it is an offence:

a. to employ them to provide facilities for gambling;
b. if gaming machines are sited on the premises, for their contracts of employment to require

them, or for them to be permitted, to perform a function in connection with a gaming
machine at any time; and

c. to employ them to carry out any other function on adult gaming centre licensed premises
while any gambling activity is being carried on in reliance on the premises licence.

2. As to 1b, it should be noted that in the Commission’s view the relevant provision of the Act
applies to any function performed in connection with a gaming machine. This includes servicing
or cleaning such a machine.

3. Accordingly, licensees should have and put into effect policies and procedures designed to
ensure that:

a. children and young persons are never asked to perform tasks within 1a or 1b, above
b. all staff, including those who are children or young persons themselves, are instructed

about the laws relating to access to gambling by children and young persons.

4. Licensees should consider adopting a policy that:

a. children and young persons are not employed to work on adult gaming centre licensed
premises at any time when the premises are open for business

b. gaming machines are turned off if children and young persons are working on the
premises outside the hours when the premises are open for business.
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3.6.6 - FECs

Ordinary code

Applies to:

All family entertainment centre licences

1. Licensees who employ children (under-16-year-olds) and young persons (those aged 16 and
17) should be aware that it is an offence:

a. to employ them to provide facilities for gambling; and
b. if gaming machines are sited on the premises, for their contracts of employment to require

them, or for them to be permitted, to perform a function in connection with a gaming
machine at any time.

2. As to 1b, it should be noted that in the Commission’s view the relevant provision of the Act
applies to any function performed in connection with a gaming machine. This includes servicing
or cleaning such a machine.

3. Accordingly, licensees should have and put into effect policies and procedures designed to
ensure that:

a. children and young persons are never asked to perform tasks within 1a or 1b, above; and
b. all staff, including those who are children or young persons themselves, are instructed

about the laws relating to access to gambling by children and young persons.

4. Licensees should consider adopting a policy that:

a. children and young persons are not employed to carry out any work in an adult-only area
of family entertainment licensed premises at a time when any gambling is taking place;
and

b. gaming machines sited in adult-only areas are turned off if children and young persons
are working on the premises outside the hours when the premises are open for business.

75



3.8.2 - Money-lending – other than casinos

Ordinary code

Applies to:

All non-remote bingo, general betting, adult gaming centre, family entertainment centre and
remote betting intermediary (trading rooms only) licences

1. Licensees should seek to prevent systematic or organised money lending between customers
on their premises. As a minimum, they should have arrangements in place to ensure staff are
requested to report any instances of substantial money lending when they become aware of
them.
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3.9.1 - Identification of individual customers - remote

Social responsibility code

Applies to:

All remote licences (including ancillary remote betting licences) except gaming machine technical,
gambling software, host, ancillary remote bingo, ancillary remote casino and remote betting
intermediary (trading rooms only) licences

1. Licensees must have and put into effect policies and procedures designed to identify separate
accounts which are held by the same individual.

2. Where licensees allow customers to hold more than one account with them, the licensee must
have and put into effect procedures which enable them to relate each of a customer’s such
accounts to each of the others and ensure that:

a. if a customer opts to self-exclude they are effectively excluded from all gambling with the
licensee unless they make it clear that their request relates only to some forms of
gambling or gambling using only some of the accounts they hold with the licensee;

b. all of a customer’s accounts are monitored and decisions that trigger customer interaction
are based on the observed behaviour and transactions across all the accounts;

c. where credit is offered or allowed the maximum credit limit is applied on an aggregate
basis across all accounts; and

d. individual financial limits can be implemented across all of a customer’s accounts.

3. Licensees which are companies or other bodies corporate must take all reasonable steps to
comply with the above provision as if reference to a customer holding more than one account
with them included a reference to a customer holding one or more accounts with them and one
or more accounts with a group company.

4. A company is a ‘group company’ in relation to a licensee if it is the holding company of,
subsidiary of, or shares a common holding company with, the licensee. For these purposes
‘holding company’ and ‘subsidiary’ have the meanings ascribed to them by section 1159 of the
Companies Act 2006 or any statutory modification or re-enactment thereof.
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4.1.1 - Fair terms

Social responsibility code

Applies to:

All licences, except gaming machine technical and gambling software licences

1. Licensees must be able to provide evidence to the Commission, if required, showing how they
satisfied themselves that their terms are not unfair.
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5.1.1 - Rewards and bonuses – SR code

Social responsibility code

Applies to:

All licences (including ancillary remote licences), except gaming machine technical and gambling
software licences

1. If a licensee makes available to any customer or potential customer any incentive or reward
scheme or other arrangement under which the customer may receive money, goods, services
or any other advantage (including the discharge in whole or in part of any liability of his) (‘the
benefit’) the scheme must be designed to operate, and be operated, in such a way that:

a. the circumstances in which, and conditions subject to which, the benefit is available are
clearly set out and readily accessible to the customers to whom it is offered;

b. neither the receipt nor the value or amount of the benefit is:
i. dependent on the customer gambling for a pre-determined length of time or with a

pre-determined frequency; or
ii. altered or increased if the qualifying activity or spend is reached within a shorter

time than the whole period over which the benefit is offered.
c. if the value of the benefit increases with the amount the customer spends it does so at a

rate no greater than that at which the amount spent increases; and further that:
d. if the benefit comprises free or subsidised travel or accommodation which facilitates the

customer’s attendance at particular licensed premises the terms on which it is offered are
not directly related to the level of the customer’s prospective gambling.

2. If a licensee makes available incentives or reward schemes for customers, designated by the
licensee as ‘high value, ‘VIP’ or equivalent, they must be offered in a manner which is
consistent with the licensing objectives.

Licensees must take into account the Commission’s guidance on high value customer incentives.

79



5.1.2 - Proportionate rewards

Ordinary code

Applies to:

All licences (including ancillary remote licences), except gaming machine technical and gambling
software licences

1. Licensees should only offer incentive or reward schemes in which the benefit available is
proportionate to the type and level of customers’ gambling.

5.1.6 - Compliance with advertising codes

Social responsibility code

Applies to:

All licences, except lottery licences

1. All marketing of gambling products and services must be undertaken in a socially responsible
manner.

2. In particular, Licensees must comply with the advertising codes of practice issued by the
Committee of Advertising Practice (CAP) and the Broadcast Committee of Advertising Practice
(BCAP) as applicable. For media not explicitly covered, licensees should have regard to the
principles included in these codes of practice as if they were explicitly covered.

3. The restriction on allowing people who are, or seem to be, under 25 years old (ie: those in the
18-24 age bracket) to appear in marketing communications need not be applied in the case of
non-remote point of sale advertising material, provided that the images used depict the sporting
or other activity that may be gambled on and not the activity of gambling itself and do not
breach any other aspect of the advertising codes.
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5.1.8 - Compliance with industry advertising codes

Ordinary code

Applies to:

All licences

1. Licensees should follow any relevant industry code on advertising, notably the Gambling
Industry Code for Socially Responsible Advertising.

5.1.9 - Other marketing requirements

Social responsibility code

Applies to:

All licences

1. Licensees must ensure that their marketing communications, advertisement, and invitations to
purchase (within the meaning of the Consumer Protection from Unfair Trading Regulations
2008) do not amount to or involve misleading actions or misleading omissions within the
meaning of those Regulations.

2. Licensees must ensure that all significant conditions which apply to marketing incentives are
provided transparently and prominently to consumers. Licensees must present the significant
conditions at the point of sale for any promotion, and on any advertising in any medium for that
marketing incentive except where, in relation to the latter, limitations of space make this
impossible. In such a case, information about the significant conditions must be included to the
extent that it is possible to do so, the advertising must clearly indicate that significant conditions
apply and where the advertisement is online, the significant conditions must be displayed in full
no further than one click away.

3. The terms and conditions of each marketing incentive must be made available for the full
duration of the promotion.
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5.1.10 - Online marketing in proximity to information on responsible
gambling

Ordinary code

Applies to:

All licences

1. Licensees should ensure that no advertising or other marketing information, whether relating to
specific offers or to gambling generally, appears on any primary web page/screen, or micro site
that provides advice or information on responsible gambling

5.1.11 - Direct electronic marketing consent

Social responsibility code

Applies to:

All licences

1. Unless expressly permitted by law consumers must not be contacted with direct electronic
marketing without their informed and specific consent. Whenever a consumer is contacted the
consumer must be provided with an opportunity to withdraw consent. If consent is withdrawn
the licensee must, as soon as practicable, ensure the consumer is not contacted with electronic
marketing thereafter unless the consumer consents again. Licensees must be able to provide
evidence which establishes that consent.
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6.1.1 - Complaints and disputes

Social responsibility code

Applies to:

All licences (including ancillary remote licensees) except gaming machine technical and gambling
software licences

1. Licensees must put into effect appropriate policies and procedures for accepting and handling
customer complaints and disputes in a timely, fair, open and transparent manner.

2. Licensees must ensure that they have arrangements in place for customers to be able to refer
any dispute to an ADR entity in a timely manner if not resolved to the customer’s satisfaction by
use of their complaints procedure within eight weeks of receiving the complaint, and where the
customer cooperates with the complaints process in a timely manner.

3. The services of any such ADR entity must be free of charge to the customer.

4. Licensees must not use or introduce terms which restrict, or purport to restrict, the customer’s
right to bring proceedings against the licensee in any court of competent jurisdiction. Such
terms may, however, provide for a resolution of a dispute agreed by the customer (arrived at
with the assistance of the ADR entity) to be binding on both parties.

5. Licensees’ complaints handling policies and procedures must include procedures to provide
customers with clear and accessible information on how to make a complaint, the complaint
procedures, timescales for responding, and escalation procedures.

6. Licensees must ensure that complaints policies and procedures are implemented effectively,
kept under review and revised appropriately to ensure that they remain effective, and take into
account any applicable learning or guidance published by the Gambling Commission from time
to time.

7. Licensees should keep records of customer complaints and disputes and make them available
to the Commission on request.

In this Code, ‘ADR entity’ means

a. a person offering alternative dispute resolution services whose name appears on the list
maintained by the Gambling Commission in accordance with The Alternative Dispute
Resolution for Consumer Disputes (Competent Authorities and Information) Regulations 2015
and,

b. whose name appears on the list of providers that meet the Gambling Commission’s additional
standards found in the document ‘Alternative dispute resolution (ADR) in the gambling industry
– standards and guidance for ADR providers’.

Both lists are on the Commission’s website and will be updated from time to time.
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Read additional guidance on the information requirements contained within this section.

7.1.2 - Responsible gambling information for staff

Social responsibility code

Applies to:

All licences, including betting ancillary remote licences, but not other ancillary remote licences

1. Licensees must take all reasonable steps to ensure that staff involved in the provision of
facilities for gambling are made aware of advice on socially responsible gambling and of where
to get confidential advice should their gambling become hard to control.
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8.1.1 - Ordinary code

Ordinary code

Applies to:

All licences

1. As stated earlier in this code, the Commission expects licensees to work with the Commission
in an open and cooperative way and to inform the Commission of any matters that the
Commission would reasonably need to be aware of in exercising its regulatory functions. These
include in particular matters that will have a material impact on the licensee’s business or on
the licensee’s ability to conduct licensed activities compliantly and consistently with the
licensing objectives.

2. Thus, licensees should notify the Commission, or ensure that the Commission is notified, as
soon as reasonably practicable and in such form and manner as the Commission may from
time to time specify1 , of any matters which in their view could have a material impact on their
business or affect compliance. The Commission would, in particular, expect to be notified of the
occurrence of any of the following events in so far as not already notified in accordance with the
conditions attached to the licensee’s licence2 :

a. any material change in the licensee’s structure or the operation of its business
b. any material change in managerial responsibilities or governance arrangements
c. any report from an internal or external auditor expressing, or giving rise to, concerns

about material shortcomings in the management control or oversight of any aspect of the
licensee’s business related to the provision of gambling facilities.

Read additional guidance on the information requirements contained within this section.

1 These matters are to be reported to us online via our ‘eServices’ digital service on our website.

2 Events which must be reported, because the Commission considers them likely to have a material
impact on the nature or structure of a licensee’s business, are set out in general licence condition
15.2.1
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10.1.1 - Assessing local risk

Social responsibility code

Applies to:

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.

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 policy1 .

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.

1This is the statement of licensing policy under the Gambling Act 2005.

10.1.2 - Sharing local risk assessments

Ordinary code

Applies to:

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

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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