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Duration of self-exclusion 
A self-exclusion program must identify: 

(a) how long a customer’s decision to self-exclude will last; and
(b) how that period can be extended or revoked. 
The provision of information to customers 

A self-exclusion program must detail: 
(a) how the venue operator will ensure that customers are made aware of the availability of the 

program; and 
(b) how information about the self-exclusion program will be made available to customers. 
Identification of a self-excluded person in the gaming machine area 

A self-exclusion program must: 
(a) require the venue operator to take reasonable steps to ensure that a self-excluded person does 

not enter the gaming machine area of the venue; 
(b) detail the procedure that will be adopted to detect self-excluded persons who enter the 

gaming machine area of the venue; and
(c) detail the procedure that will be adopted when a self-excluded person is detected in the 

gaming machine area. 
Any procedure for detecting self-excluded persons specified in a self-exclusion program must 

have due regard for the privacy and dignity of the self-excluded person. 
Staff training 

A self-exclusion program must detail the training that will be provided to gaming staff to enable 
them to: 
(a) help a person seeking information about self-exclusion or wishing to self-exclude; 
(b) identify self-excluded persons; and 
(c) understand how to appropriately manage persons who have self-excluded. 
Availability of support services 

A self-exclusion program must require a venue operator, or a person who manages a 
self-exclusion program on the venue operator’s behalf, to maintain regular contact with problem 
gambling support services and to develop agreed protocols in order to facilitate: 
(a) referral of a person to problem gambling support services; and 
(b) the enhancement of the venue operator’s self-exclusion program. 

A self-exclusion program must detail how regular contact will occur. 
Data management 

A self-exclusion program must require the venue operator, or a person who manages a  
self-exclusion program on the venue operator’s behalf, to keep a record of the number of: 
(a) persons who have self-excluded; 
(b) self-excluded persons detected in the gaming machine area of the venue (including data on 

repeated breaches); and 
(c) self-excluded persons who extend or revoke their self-exclusion. 

A self-exclusion program must specify how this information will be collected, retained and 
provided to the Commission. 

Data relating to self-exclusion must be collected and maintained in a manner that: 
(a) enables the Commission to monitor compliance by the venue operator with the self-exclusion 

program; and 
(b) respects the privacy of persons who have self-excluded. 
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Complaints process 
A self-exclusion program must specify a process for resolving complaints from a person about 

the operation of the program. 
The complaints process must: 

(a) specify how a complaint can be made;
(b) specify how information about complaints will be collected and retained; and
(c) enable the Commission to monitor compliance with the complaints process.

This direction takes effect on 19 September 2018.
Dated 10 September 2018

HON. MARLENE KAIROUZ MP 
Minister for Consumer Affairs, Gaming and Liquor Regulation 

Minister for Local Government 
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