The Queenstown Multi Venue Exclusion Report 
            History
· The reason for the implementation of the Multi Venue Exclusion (MVE) is because Queenstown is a transient town with high staff turn-over that often means staff are not confident or up to-date with the self-exclusion process. Often a patron, after strumming up the courage to self-exclude, would be asked to wait or come back to talk to another duty manager more familiar with the process. The patron would either stay and gamble one last time or go away and not return.
· I approached the DIA gambling inspectors about the possibility of MVE. They felt it had great potential.
·  DIA called a meeting with the appropriate people from Class 4 Venues, the two Casinos, Societies, Trusts and Foundations to promote the idea as being a good harm minimization and prevention tool. 
· There was a good turnout of people and after much discussion and consideration the MVE idea was adopted
· The DIA produced a multi exclusion form for patrons to fill out and initial the nominated venues/casinos they wished to exclude from in addition to the Venue’s Self-exclusion form.

· DIA inspectors taught the MVE process to the Host Responsibility managers of the Casinos and gaming venues. 

· As a counsellor I suggested the multi-exclusion idea to existing and new clients as an option. Most clients who were ready to self-exclude were relieved by the idea of not having to go to every local venue to self-exclude.
· The casino became the preferred place for MVE to be initiated in because they had the infrastructure to accommodate it.
How the MVE process works

1. The Patron approaches the venue to self exclude from gambling
2. A multi-exclusion (MVE) form is offered as well as the usual self-exclusion form

3. The MVE form is explained to the patron and upon acceptance the form is completed and signed by the patron.
4. A digital photo is taken of the patron and attached to the MVE form. 

5. A photocopy of the MVE is given to the patron.
6. The original copy is; 
· scanned and e-mailed or 
· photo copied and faxed to the nominated gaming venues within the Queenstown area.
7. The Gaming Managers from the nominated venues receive it and print a copy of the MVE Notice and add it to their folder of other self exclusions.
8.  They then post out their own exclusion order and a photo copy of the MVE notice to the patron as proof that they had received notice that the patron wishes to self-exclude from their gaming premises. 
What happens if a person breaches their exclusion?  
It is up to each venue what happens when a breach is identified, (they may just give him a warning or give him a trespass order). 

However they must advise the DIA. 

Casinos will issue a RTLP (Request to Leave Premise) and if deemed necessary a trespass notice.

In order to find out how the process was going I decided to visit all the gaming venues in the Wakatipu (Queenstown) area and ask the same series of questions

· What is the venue process when the multi-exclusion form arrives?
· How do they identify gamblers who have self-excluded?
· Difficulties that arose

· Solutions

· How can we help?
Outcome
Most venues were confident about handling the multi-exclusion forms when they arrived. Suggesting a good grasp of Host Responsibility – much credit is owed to the ABACUS training team.
They Venues had good procedures in place for identifying and approaching problem gamblers that had self-excluded, and nobody seemed fazed about giving a warning to anyone who breeched their exclusion. However, to date, only warnings had been given by venue managers, but the DIA have not been notified. 
Difficulties that arose – 
· While some worried about identifying MVE patrons from other venues, others realized that problem gamblers would be easily identified by their symptomatic behavior. 
This can be the biggest stumbling block to overcome especially for bigger towns.

It is important to note that the DIA’s focus in Queenstown is to make it as easy as possible to keep problem gamblers out of the gaming bars. Tony Climo (Senior Gambling Inspector  for the DIA in Queenstown) makes the point that;
According to the Gambling Act 2003 (Section 312, 1 and 2) 

“If you knowingly allow self exclusion patrons to enter or remain in your gaming area then we’ve got an issue with you.” 
“The venue gets a warning first.”
· People wishing to self-exclude without photo ID had to go away to get it before the exclusion could be processed, some don’t return. 
Solution – Take a photo and fill in the forms so they are ready when patron returns and if he/she doesn’t return with ID the photo can be put on the staff notice board or folder as an identified problem gambler to be given a third party exclusion should they return to play.

One manager dealt with the problem immediately by issuing a trespass order.
· Some venues still did not have a digital camera.

Solution - Enlarge a photo copy of the patrons’ driver’s license. 

· Quite a few managers felt they needed a better system than a folder to refer to in order to identify MVE’s, and that it was impossible to check on patrons all the time especially when they were busy. 

Solutions – A revolving LCD screen located in bar area for staff viewing only of exclusions. One venue had a LCD screen in the bar that showed who was on the pokies so staff could easily check their folders at the bar to see if there were any MVE’s playing.
Have a photo of patrons printed on staff notice board of all the recent MVE
· One manager felt there were too many forms to fill out for MVE

Solution - While Manager fills out society form the patron could fill out the Multi Exclusion form.

How we could help – By keeping in contact, being available by phone and refurnishing Counselling cards and problem gambling pamphlets.
Statistics
·      5 Venues and 2 Casinos in the area

· 160  Individuals have multi self excluded over the last two years

·     5  Requests for counselling to  re-entry the Casino or class 4 venues

·    2  Patrons breach self-exclusion per month from Casino

·    0  Reports to DIA of patrons breeching MVE from Class 4
·    0  Venues issued an infringement order for allowing

       excluded gamblers to play
·     ?   Trespass order issued to gamblers (pending)
Discussion with Department of Internal Affairs

        Issues arising
· If a venue manager believes gambler has displayed signs of having  problem  gambling regardless of whether the patron believes he has a problem, the manager must issue a third party exclusion. However they cannot issue multi exclusion or pass on details to other venues if the patron doesn’t agree to sign a MVE form.

Solution – Make a note of patron in their book, give staff a description and when he returns to issue him a trespass notice.
· DIA have only received MVE breeches from the Casino but none from the Class 4 venues.

Solution
Set up a meeting with all venue managers to go over the process again and remind them that they need to be informed when a breach is made so the DIA can contact the patron and issue a warning.
· DIA don’t know if managers from class 4 venues are sending out self exclusions notices to the patron when they have received a Multi Exclusion notice. 

Solution

Redesign Multi exclusion form to include 3 tick boxes at the bottom of form 
Sent to patron 
Sent to DIA 

 File date        

· When a patron takes out a MVE the venue must e-mail the MVE details onto the other venues, and then the patron receives self-exclusion letters from every class 4 venue they initialed on the Multi Exclusion form. 

This means the patron is receiving a lot of letters in the post

Solution

Change the Multi Exclusion form to include two delivery options

To receive self exclusions by mail 

To be collected by the patron 
From a Therapeutic Perspective
Concerns

· Core underlying issues get missed – self exclusions are taken out but counseling is not sought
· Patrons are only required to have one counselling session as a condition for re-entry. 

Solution Add a clause on the MVE form to secure patrons consent for the venue to forward contact details to a nominated counselling service.
Many who have taken out a MVE have not received any previous counselling because they felt that once the temptation was taken away they didn’t require counselling. 
Solution I would like to recommend at least 3 sessions before patron can re-enter the gaming venues.
Future Plans for Queenstown
· Extend multi exclusion territory to include the whole of the Lakes District area

· I would love to see the Whole country adopt MVE’s – technology should make this possible.
· MVE  update and refreshment training with DIA (myself included)
Conclusion
Venues operators need the intervention and procedures to be simple.

Therefore in order to get a buy-in from the gaming industry I would like to recommend that:
1) It is important to keep the intervention process simple for Venue Operators
2) Re-sourcing– It would be good if the Societies and Trusts supplied the infrastructure, e.g.
LCD screens

Digital cameras

Scanners 

3) We need to maintain regular contact and good working relationships with the DIA, gaming venues and casinos; this could be fulfilled if each centre were to delegate a person to fulfill the role as a public health liaison officer.
