
Br inging 
Resear ch t o Li fe: 

Staff  Tr aining
August 15, 2018

Janine Robinson, M.Ed., CPCG
Director, Centre for the Advancement of Best Practices at the Responsible Gambling Council

Managing Director, RG+



ACTIVITY 1

PICK YOUR SPOT!



ACTIVITY 2

Let  t he bidding war  begin!



Staff Training 101

• All gaming employees in Ontar io, since 2005

• Empir ical ly validated and effect ive

• All lines of business (Gaming, lot t er y, bingo and 
iGaming)

• Online (all staff) and in-per son (advanced RG 
teams)



Research

Pr oject  Object ive:
T o conduct a r igorous evaluat ion of the RG  
training provided to employees of Ontar io 
casino and slots facilities.

M ethodology:
• 3 different studies 
• M ultiple perspectives (T he employee exper ience, the 

player exper ience and past  r ecor ds of player  interactions)



Findings
• E mployees ar e compliant and sat isf ied with RG  tr aining

• RG  tr aining and pr ocedur al changes have meaningful 
impact s

• E mployees r epor t posi t ive RG  attitudes

• G r eater  incidence of r ed flag behaviour s vs. r esponses to 
those flags



What  Does this M ean?

1 Stronger focus on r esponding to signs of PG

• Awareness is not  enough!
• Manager ial support  and feedback are key dr ivers
• Ear lier  response to signs on the gambling 

cont inuum is necessary



What  Does this M ean?

2 Building confidence and competence

• Employees always want  MORE t raining!
• Realist ic scenar io- based learning
• Need opportunit ies to use learned RG 

skills and knowledge with a t rainer/ RG 
expert



What  Does this M ean?

3 RG and employee sat isfact ion

• Relevant  and factual
• Tangible tools and techniques
• Follow- ups, encouragement  

and reinforcements!



“

Innovat ive Pr act ices

Tiered approach
Scenar io- based learning



Moving Forward

• Customer  ser vice focused

• RG  cult ur e

• Focus on design and deliver y



Quest ions? 
.



JanineR@rgco.org
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