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1. INTRODUCTION  

eCOGRA Limited is an independent standards body that specifically oversees fair gaming, 

player protection and responsible operator conduct in the online gaming industry.  

 

In May 2008, eCOGRA Limited was appointed by the European Gaming and Betting 

!ǎǎƻŎƛŀǘƛƻƴ όά9D.!έύ ǘƻ ǇŜǊŦƻǊƳ ŀ ōŜƴŎƘƳŀǊƪing study of selected national monopolies 

against the EGBA Standards. 

 

These Standards adopted on a voluntary basis cover a set of 162 technical requirements in 

the field of responsible gaming. They were drafted by the EGBA to take into account industry 

best practices, regulations in EU leading jurisdictions and those practices followed by 

national monopolies in relation to all forms of responsible gaming. From July 2007 to June 

2008, members of the EGBA were subject to a rigorous compliance testing by eCOGRA 

Limited where full compliance of the standards is mandatory
1
. 

 

Further independence and quality to this process was achieved by the appointment of a 

leading audit firm, KPMG, to provide quality assurance on the work conducted by eCOGRA 

Limited.  

For the purpose of this benchmarking study, eCOGRA Limited was requested to compare 

the consumer facing EGBA Standards against those of 10 national monopolies. The 

selected national monopolies are:  

 

1. Française des jeux ς France 

2. Pari Mutuel Urbain- France 

3. Svenska spel ς Sweden 

4. AB Trav och Galopp ς Sweden 

5. West lotto ς Germany  

6. Lotto Bayern ς Germany  

7. Veikkaus - Finland  

8. Danske Spil ς Denmark  

9. De Lotto/Toto ς Netherlands  

10. Jogos Santa Casa - Portugal 

 

The selected 10 monopolies cover 7 EU countries. They were picked given the high level 

promotion of their responsible gaming standards.    

 

2. OBJECTIVES AND SCOPE  

The objective of this benchmarking study is to highlight the findings where EGBA Members 

are:  

 

On par with the practices implemented by national monopolies;  

Exceeding the practices implemented by national monopolies; or  

Requiring further investigation and improvement based on the practices implemented by 

national monopolies.  

 

The scope of the study covers the following EGBA standards grouped under 9 principles: 

 

Principle 1: Promote Responsible Gambling and Betting 

Principle 2: Know-Your-Customer and Prevent Underage Gambling and Betting 

Principle 3: Zero Tolerance of Fraudulent and Criminal Behaviour 

Principle 4: Protect Customer Privacy and Safeguard Information 

Principle 5: Prompt and Accurate Customer Payments 

Principle 6: Rigorous Independent Assessment of Product Randomness and Fairness 

                                                           
1
The EGBA members are subject to regular monitoring of their operations. Whilst eCOGRA makes its best endeavours no representation or warranty can be given that the operations of the 

member is at all times in accordance with the EGBA Standards.  
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2. OBJECTIVES AND SCOPE  

By comparing the practices between private operators and national monopolies, this study is 

an empirical exercise that attempts: 

 

1. To provide fact based evidence about the levels of consumer protection offered by 

both private operators and national monopolies.  

2. To draw conclusions on current best practices. 

Principle 7: Ethical and Responsible Marketing 

Principle 8: Commitment to Customer Satisfaction and Support 

Principle 9: Responsible Practices Underpinned by a Safe, Secure and Reliable 

Environment 

 

3. METHODOLOGY AND APPROACH  

Lƴ ƻǊŘŜǊ ǘƻ ƳŜŜǘ ǘƘŜ ƻōƧŜŎǘƛǾŜǎ ƻŦ ǘƘŜ ōŜƴŎƘƳŀǊƪƛƴƎ ǎǘǳŘȅΣ ŀ ƭƛǎǘ ƻŦ άŎƻƴǎǳƳŜǊ ŦŀŎƛƴƎέ 9D.! 

standards was identified where the practices followed by EGBA Members could be 

potentially benchmarked against the consumer facing practices of the relevant national 

monopolies.  

 

¢ƘŜǎŜ άŎƻƴǎǳƳŜǊ ŦŀŎƛƴƎέ ǎǘŀƴŘŀǊŘǎ ŀǊŜ ǘƘƻǎŜ ǎǘŀƴŘŀǊŘǎ ŀŎŎŜǎǎƛōƭŜ ǘƻ ǘƘŜ ƎŜƴŜǊŀƭ public and 

in particular those directly available to consumers seeking to register and play on an online 

betting or gaming web site.  

 

The findings included in this report are therefore those that could be assessed by inspecting 

publicly available information.  Due to the inherent limitations of performing work in this 

manner, the testing performed was dependent on the completeness and accuracy of 

available information. As a result the benchmarking study may not highlight all possible 

discrepancies. 

The benchmarking study was primarily conducted based on manual (desk based) 

investigation and research on the practices followed by national monopolies. Reporting 

of findings was completed on a factual finding basis and all information that could not be 

inspected was disregarded as insufficient or not applicable. 
 
The study was conducted at a point in time and therefore cannot take into account 
changes that may have been affected subsequent to the review period.  
 

 

4. SUMMARY OF FINDINGS  

The table below (table 1) indicates the total number of EGBA Standards versus the number of 

EGBA Standards that could be assessed as part of this document i.e. consumer facing 

standards. It provides a summary of the results of our findings for each EGBA Principle that 

was assessed. For more information refer to our detailed findings, documented and attached 

in the sections below. The detailed findings indicate the following information per EU 

 

The table below (table 2) illustrates per EU monopoly the total number of Member 

practices when compared to the EU monopoly, that are on par, exceeding or less than the 

practices of the EU monopoly.  Reporting of findings was completed on a factual finding 

basis and all information that could not be inspected or obtained was disregarded as 
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4. SUMMARY OF FINDINGS  

monopoly: 

 

EGBA Standard: Refers to the EGBA Standard that was assessed. Only those EGBA Standards 

that could be assessed by inspecting publicly available information were included in the 

findings of the report.  

What testing was conducted on Monopolies to compare Monopoly practices with those of 

Members?: Refers to the testing performed to compare the practices of the EGBA Members 

against those of the monopolies, and has been limited to only indicate the testing performed 

on publicly available information. Important note: It did not specify the additional testing 

that is required when practices are reviewed annually on site at EGBA Members to verify 

implementation compliance with the EGBA Standards.   

What is the monopoly doing?: Refers to the results obtained when conducting the point in 

time testing on publicly available information from EU monopolies.  

What are Members doing?: Provides an overview of the practices that have been 

implemented by EGBA Members to ensure compliance with the EGBA Standard. 

 

insufficient or not applicable. For completeness of reporting the percentage of standards 

relating to insufficient or not applicable findings were included in the table below. 

 

The results indicate that on average Member practices are on par and exceeding those of 

EU monopolies by 67%. 4% of Member practices were found to be less than the practices 

implemented by EU monopolies, and 29% of practices were not reported on due to 

insufficient information, or as the practice was not applicable.  

 

EGBA Principle Total Nr of EGBA 

Standards 

Total Nr of EGBA 

Standards 

Reviewed 

% of EGBA 

Standards 

Reviewed 

% of Member 

practices on par 

with monopolies 

% of Member 

practices 

exceeding those 

of monopolies 

% of Member 

practices less 

than those of 

monopolies 

Principle 1: Promote Responsible Gambling and Betting 27 18 67% 44% 29% 2% 

Principle 2: Know-Your-Customer and Prevent Underage 

Gambling and Betting 

14 9 64% 38% 22% 17% 

Principle 3: Zero Tolerance of Fraudulent and Criminal Behaviour 16 5 31% 14% 14% 0% 

Principle 4: Protect Customer Privacy and Safeguard Information 9 4 44% 60% 12% 0% 

Principle 5: Prompt and Accurate Customer Payments 18 5 28% 50% 18% 8% 

Principle 6: Rigorous Independent Assessment of Product 

Randomness and Fairness 

28 2 7% 0% 5% 0% 
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EGBA Principle Total Nr of EGBA 

Standards 

Total Nr of EGBA 

Standards 

Reviewed 

% of EGBA 

Standards 

Reviewed 

% of Member 

practices on par 

with monopolies 

% of Member 

practices 

exceeding those 

of monopolies 

% of Member 

practices less 

than those of 

monopolies 

Principle 7: Ethical and Responsible Marketing 10 4 40% 70% 20% 0% 

Principle 8: Commitment to Customer Satisfaction and Support 7 3 43% 53% 47% 0% 

Principle 9: Responsible Practices Underpinned by a Safe, Secure 

and Reliable Environment 

33 9 27% 51% 21% 0% 

 
Table 1 

 

EU Monopoly Francaise 
des Jeux 

 

Pari Mutuel 
Urbain 

 

Svenska 
Spel 

 

AB Trav och 
Galopp 

 

West Lotto 
 

 

Lotto 
Bayern 

 

Veikkaus 
 

 

Dankse Spil 
 

 

De Lotto 
 

 

Jogos Santa 
Casa 

 
Nr. of Member practices on par with those of 
monopoly 

39% 36% 49% 39% 54% 53% 53% 41% 36% 34% 

Nr. of Member practices exceeding those of 
monopoly 

34% 35% 24% 27% 14% 10% 15% 22% 27% 31% 

Nr. of Member practices on par and 
exceeding those of monopoly 

73% 71% 73% 66% 68% 63% 68% 63% 63% 65% 

Nr. of monopoly practices exceeding Member 
practices. 

7% 1% 3% 4% 2% 8% 5% 5% 3% 0% 

Insufficient information to draw conclusion 13% 19% 22% 20% 20% 19% 17% 27% 24% 25% 

N/A 7% 9% 2% 10% 10% 10% 10% 5% 10% 10% 
 

Table 2 
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The diagram below (figure 1) illustrates a comparison of the total number of standards 

where EGBA Members are on par and exceeding the practices of monopolies, against the 

total number of standards where the monopolies practices are exceeding the practices of 

EGBA Members. The results indicate that for the comparable standards tested for all EGBA 

principles, the entity (Member or monopoly) which has implemented the most controls. 

 

 

 
 

Figure 1 

The diagram below (figure 2) illustrates the total percentage of Member practices that are 

on par, exceeding or less than the practices of monopolies for the total number of 

standards tested for all EGBA principles. 

 

When the results across all monopolies are totalled for all EGBA principles, the results 

indicate that 67% of Member practices are on par and exceeding the practices 

implemented by monopolies. 24% of the ƳƻƴƻǇƻƭƛŜǎΩ practices were found to be less than 

the practices implemented by Members in comparison to 4% of Member practices that 

were found to be less than the practices implemented by the monopolies.  

 

 

 
 

Figure 2 
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Principle 1: Promote Responsible Gambling and Betting 

The EGBA Members are committed to promoting socially responsible gambling and betting, and working with customers, employees and relevant industry stakeholders to help manage 

and control problem gambling. EGBA Members will ensure that proper controls are established, implemented, and enforced, and that gambling and betting takes place in a responsible 

gaming and betting environment. 
 

The diagram below (figure 3) illustrates a comparison of the total number of standards 

where EGBA Members are on par and exceeding the practices of monopolies, against the 

total number of standards where the monopolies practices are exceeding the practices of 

EGBA Members. The results indicate that for the comparable standards tested for Principle 

1: Promote responsible gambling and betting, the entity (Member or monopoly) which has 

implemented the most controls. 

 

 
 

Figure 3 

The diagram below (figure 4) illustrates the total percentage of Member practices that are 

on par, exceeding or less than the practices of monopolies for the total number of 

standards tested for Principle 1: Promote Responsible Gambling and Betting. 

 

When the results across all monopolies are totalled for Principle 1: Promote Responsible 

Gambling and Betting, the results indicate that 73% of Member practices are on par and 

exceeding the practices implemented by monopolies. 29% of the monopoliesΩ practices 

were found to be less than the practices implemented by Members in comparison to 2% of 

Member practices that were found to be less than the practices implemented by the 

monopolies. 

 

 
 

Figure 4 
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Principle 2: Know-Your-Customer and Prevent Underage Gambling and Betting 

The EGBA Members will seek to implement all reasonable measures that prevent underage individuals from accessing gambling and betting products. EGBA Members will ensure these 

measures address appropriate age verification and know-your-customer controls, and with help from industry stakeholders and governments, continuously improve the coverage, quality 

and effectiveness of real-time verification. 
 

The diagram below (figure 5) illustrates a comparison of the total number of standards 

where EGBA Members are on par and exceeding the practices of monopolies, against the 

total number of standards where the monopolies practices are exceeding the practices of 

EGBA Members. The results indicate that for the comparable standards tested for Principle 

2: Know-Your-Customer and Prevent Underage Gambling and Betting, the entity (Member 

or monopoly) which has implemented the most controls. 

 

 

 
Figure 5 

The diagram below (figure 6) illustrates the total percentage of Member practices that are 

on par, exceeding or less than the practices of monopolies for the total number of 

standards tested for Principle 2: Know-Your-Customer and Prevent Underage Gambling and 

Betting. 

 

When the results across all monopolies are totalled for Principle 2: Know-Your-Customer 

and Prevent Underage Gambling and Betting, the results indicate that 60% of Member 

practices are on par and exceeding the practices implemented by monopolies. 22% of the 

monopoliesΩ practices were found to be less than the practices implemented by Members 

in comparison to 17% of Member practices that were found to be less than the practices 

implemented by the monopolies. 

 

 
Figure 6 
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Principle 3: Zero Tolerance of Fraudulent and Criminal Behaviour 

The EGBA Members will not tolerate fraud or criminal behaviour, and strict security measures and gaming supervision will be implemented and enforced to prevent fraudulent activity and 

any transactions suspected of being potentially connected to money laundering or other criminal activity. 
 

The diagram below (figure 7) illustrates a comparison of the total number of standards 

where EGBA Members are on par and exceeding the practices of monopolies, against the 

total number of standards where the monopolies practices are exceeding the practices of 

EGBA Members. The results indicate that for the comparable standards tested for Principle 

3: Zero Tolerance of Fraudulent and Criminal Behaviour, the entity (Member or monopoly) 

which has implemented the most controls. 

 

 
 

Figure 7 

The diagram below (figure 8) illustrates the total percentage of Member practices that are 

on par, exceeding or less than the practices of monopolies for the total number of 

standards tested for Principle 3: Zero Tolerance of Fraudulent and Criminal Behaviour. 

 

When the results across all monopolies are totalled for Principle 3: Zero Tolerance of 

Fraudulent and Criminal Behaviour, the results indicate that 28% of Member practices are 

on par and exceeding the practices implemented by monopolies. 14% of the monopoliesΩ 

practices were found to be less than the practices implemented by Members in 

comparison to 0% of Member practices that were found to be less than the practices 

implemented by the monopolies. 

 

 
 

Figure 8 
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Principle 4: Protect Customer Privacy and Safeguard Information 

EGBA Members will ensure that the privacy and confidentiality of all customer information submitted at any point in time is maintained and remains protected from unauthorised or 

unnecessary disclosure. 
 

The diagram below (figure 9) illustrates a comparison of the total number of standards 

where EGBA Members are on par and exceeding the practices of monopolies, against the 

total number of standards where the monopolies practices are exceeding the practices of 

EGBA Members. The results indicate that for the comparable standards tested for Principle 

4: Protect Customer Privacy and Safeguard Information, the entity (Member or monopoly) 

which has implemented the most controls. 

 

 
 

Figure 9 

The diagram below (figure 10) illustrates the total percentage of Member practices that are 

on par, exceeding or less than the practices of monopolies for the total number of 

standards tested for Principle 4: Protect Customer Privacy and Safeguard Information 

 

When the results across all monopolies are totalled for Principle 4: Protect Customer 

Privacy and Safeguard Information, the results indicate that 72% of Member practices are 

on par and exceeding the practices implemented by monopolies. 12% of the monopoliesΩ 

practices were found to be less than the practices implemented by Members in 

comparison to 0% of Member practices that were found to be less than the practices 

implemented by the monopolies. 

 

 
 

Figure 10 


























































































































































































































































































































































































































































































































































































































