
 
 

What this research is about 

Gambling has become widely available in the past 
few decades. Gambling is a fun activity for most 
people. Unfortunately, some people develop 
gambling-related harms. People who spend the most 
money are more likely to develop gambling problems. 

Gambling operators' efforts to prevent problem 
gambling is called responsible gambling. Gambling 
operators remain hesitant to install effective 
responsible gambling measures. This is based in part 
on the concern that responsible gambling measures 
would negatively impact players' experience. 
However, recent research has shown that players are 
generally supportive of such measures.    

Research on responsible gambling measures suggests 
that while the quality of evidence is poor, the results 
are promising. Most studies of responsible gambling 
measures have looked at the short-term effects. 
There have been no studies assessing the long-term 
effects of responsible gambling measures.  

In this study, the researchers examined the effects of 
feedback intervention on gambling behaviour over 12 
months. They did so with players from Norsk Tipping, 
the Norwegian state-owned gambling company. 

What the researcher did 

This is a 12-month follow-up of a previous study the 
researchers conducted. In the previous study, they 
randomly selected the top 0.5% of players who lost 
the most money in the past year. In total, there were 
3009 participants. The researchers then matched 
players who were similar in age, gender, and money 
lost. The matched players were randomly assigned to 
one of three conditions.  

The first intervention was a brief telephone contact. 
The average call was six minutes in length. The 
second intervention was a letter intervention. Half 
the players in these two conditions were randomly 
assigned to receive a follow-up call or letter at four 
weeks after the intervention. The third condition was 
a control condition with no contact.  

The telephone and letter interventions were based 
on principles of Motivational Interviewing (MI). MI is 
a client-centred approach. It is designed to increase 
motivation and help people change their behaviours. 
Using MI techniques, players were asked to reflect on 
their gambling habits in the telephone and letter 

What you need to know 

The researchers examined if feedback intervention 
reduces gambling spending in the long term. To do 
so, they took the top 0.5% of players of Norsk 
Tipping who had lost the most money in the past 
year. They matched players who were similar in 
terms of age, sex, and money lost. The players 
were then randomly assigned to a brief telephone, 
letter, or control condition. The telephone and 
letter conditions were based on principles of 
motivational interviewing. The players who 
received a call reduced their theoretical loss by 
30% in the 12-month follow-up. The letter group 
reduced their theoretical loss by 13%, and the no 
intervention group by 7%. More players who 
received the telephone call lowered their loss 
limits at least once. Over 93% of players were 
retained as customers, with no differences 
between groups.  

Brief motivational contact leads to 
sustained reductions in problem 
gambling at 12 months 
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conditions. Those who expressed a desire to change 
were then provided strategies on how to do so. 

The researchers looked at several measures to 
determine the impact of the brief telephone call, 
letter, and no contact a year later. The main outcome 
was past-month theoretical loss. Theoretical loss is 
calculated by the actual cost of gambling taking into 
account house advantage. It reflects the amount of 
money a player is expected to lose over time. The 
researchers also looked at if players remained 
customers of Norsk Tipping. They also looked at their 
use of responsible gambling tools. For players who 
received the telephone call, readiness to change their 
gambling behaviour was also assessed. 

What the researcher found 

The players consisted mostly of males (81%). The 
average age of the players was 53.5 years. Most 
players played lotteries (94%). This was followed by 
sports betting (53%), online casinos (41%), and off-
line video lottery terminals (39%). The mean yearly 
loss for 2016 was 88,196 Norwegian Krones. 

Players who received the telephone call reduced their 
theoretical loss by 30% in the 12-month follow-up. 
The letter group reduced their theoretical loss by 
13%, and the control group by 7%. The telephone 
condition was more effective in reducing spending 
compared to both the letter and control conditions. 

Most players were retained as customers, with 93-
95% of players across the three conditions still 
playing on Norsk Tipping after 12 months. There were 
no differences in player retention between 
conditions. More players in the telephone group used 
a responsible gambling measure. Specifically, 23.5% 
of players who received a call lowered their loss-limit 
at least once. This was compared to 16.9% of players 
in the letter group and 16.3% in the control group. 

In the telephone condition, players who were 
motivated and set limits during the call had reduced 
their theoretical loss more so than players who were 
not motivated to change their gambling. 

 

How you can use this research 

This research can be used by gambling operators to 
promote their responsible gambling strategy. 
Gambling operators can put in place a brief telephone 
call to help people gamble responsibly. This could be 
particularly helpful for players who lose the most 
money.  
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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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