
 
 

What this research is about 
About 2.75–11.1% of people who gamble online 
experience gambling problems. To reduce the harm, 
many online gambling operators offer Consumer 
Protection Tools (CPTs). Some CPTs limit the amount 
of money a person can deposit into their account. 
CPTs also allow players to take a break from the 
online gambling site or to self-exclude by deactivating 
their accounts entirely.  

The small amount of research on CPTs suggests that 
they are effective in minimizing the harms of 
gambling. People who gamble online have favourable 
perceptions of CPTs. However, not many people use 
CPTs even though they are intended for everyone, not 
just people who experience gambling problems.  

Unfortunately, not much is known about how many 
online gambling customers use CPTs and how these 
tools are used. Also, it is not known if the use of CPTs 
depends on specific gambling sites. Lastly, few studies 
have identified who is more likely to use CPTs. The 
researchers examined these questions. 

What the researchers did 
The researchers obtained player account data 
randomly selected from six different online gambling 
operators in Australia. The account data were 
obtained for a 12-month period from July 2018 to 
June 2019. To be eligible, participants had to have 
registered as a customer within five years of the start 
of the study. They also needed to have bet at least 
once during the study period. In total, the researchers 
obtained data from 51,632 customers. Of these, 
39,853 were eligible and included in the study. 

The researchers were interested in the following CPTs: 
1) deposit limits, which are limits on the money 

amount that players could deposit in their accounts 
during a given time (e.g., 24 hours or a week); 2) 
timeouts, which give players the ability to deactivate 
their accounts for a short period (up to 6 months) or a 
long period (6 months to 1 year); and 3) self-
exclusion, which is when players deactivate their 
accounts for a longer duration lasting a year or more 
or permanently. 

The researchers selected several indicators of 
problem gambling to compare CPT users and non-
users. The indicators included amount bet, frequency 
and intensity of gambling, and changes in amount bet. 
The researchers also included gaps between bets and 

What you need to know 
Consumer protection tools (CPTs) are provided to 
people who gamble online to prevent or reduce 
problem gambling. But, not many people use CPTs. 
In this study, the researchers examined how many 
online gambling customers use CPTs, how CPTs are 
used, and who is more likely to use them. The 
researchers used gambling account data of 39,853 
customers from six online gambling sites in 
Australia. Only 16.8% of customers used CPTs, 
with deposit limits being the most common. 
Having customers opt-out rather than opt-in led to 
an increase in deposit limit use. Many customers 
who used deposit limits increased or removed the 
limits later. Customers who used time-outs and/or 
self-exclusion were younger, more likely to be 
men, and displayed riskier gambling. The research 
suggests that online gambling operators need to 
increase awareness of CPTs. Having players opt-
out of CPTs may also increase their usage. 
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between betting days, net money loss, and the total 
and average amounts of money that were deposited. 
They also obtained data on customers' age, gender, 
use of CPTs, and betting behaviours. 

To compare customer characteristics and use of CPTs, 
the researchers divided participants into three groups. 
The first group consisted of customers who did not 
use any CPTs. The second group consisted of 
customers who used deposit limits only. The final 
group consisted of customers who used both deposit 
limits and timeouts/self-exclusion.  

What the researchers found 
Overall, participant characteristics were similar across 
the six different sites. Only 16.8% of customers used 
at least one CPT. Deposit limits were the most 
commonly used CPT. The more bets customers made 
in a typical betting day, the more likely they were to 
use CPTs. However, there were differences in the 
patterns of CPT use between the six gambling sites. 
Customers of some operators were more likely to use 
one CPT over others. Australia required all gambling 
sites to have their customers opt-out of using CPTs by 
May 2019. Only one operator did not have an opt-out 
approach prior to May 2019. For this operator, having 
customers opt-out rather than opt-in resulted in an 
increase in CPT use (up by 3,496% in May 2019).  

Customers typically used deposit limits before using 
timeouts. The most common change in customers' 
deposit limits were to increase their limits. Customers 
generally set similar deposit limits regardless of 
whether the limit was per day, week, or month.  

Customers who used timeouts and self-exclusion 
were younger and more likely to be men compared to 
non-CPT users and those who only set deposit limits. 
They also placed more bets and did so on more days 
compared to non-CPT users. Compared to non-CPT 
users and those who only set deposit limits, 
customers who used timeouts and self-exclusion 
placed higher bets, lost more money, took fewer 
breaks between bets, changed their betting amount 
more often, bet more times per betting day, and 
deposited more money during the 12 months.  

How you can use this research 

This research can be used by gambling operators, who 
could increase awareness of CPT tools among 
customers. Gambling operators could also choose an 
opt-out approach to increase use of CPTs.  
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About Gambling Research Exchange (GREO) 

Gambling Research Exchange (GREO) has partnered 
with the Knowledge Mobilization Unit at York 
University to produce Research Snapshots. GREO is an 
independent knowledge translation and exchange 
organization that aims to eliminate harm from 
gambling. Our goal is to support evidence-informed 
decision making in safer gambling policies, standards, 
and practices. The work we do is intended for 
researchers, policy makers, gambling regulators and 
operators, and treatment and prevention service 
providers.  

Learn more about GREO by visiting greo.ca or emailing 
info@greo.ca. 
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