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IMPORTANT DISCLAIMER

This document is proprietary to eCOGRA Limited and contains confide
information of commercial value to eCOGRA Limited, ttosure of which
to third parties could adversely affect the business affairs of eCOGR
Limited. This information is supplied in confidence to you, on the stric
condition that no part of it is disclosed to any third party, in particular t
any person or gganisation that may be in competition with e COGRA
Limited without the prior written approval of eCOGRA Limited.
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1. INTRODUCTION

eCOGRA Limited is an independentnstards body that specifically oversees fair gami For thepurpose of this benchmarking study, eCOGRA Limited was requested to col

player protection and responsible operator conduct in the online gaming industry. the consumer facing EGBA Standards against those of 10 national monopolie
selected national monopolies are:

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

1 38420AF0A2Yy 64a9D. ! é 0ingsady bISASEIRINTetional monBpplic

against the EGBA Standards.

Francaise des jeuxFrance
Pari Mutuel UrbainFrance
Svenskapelg¢ Sweden

AB Trav och GaloppSweden
West lotto¢ Germany

Lotto Bayerrg Germany
Veikkaus Finland

Danske Spg Denmark

. De Lotto/Totoc Netherlands
10. Jogos Santa CasRortugal

These Standards adopted on a voluntary basis cover a siZtechnical requirements ir
the field of responsible gaming. They were drafted by the EGBA to take into account in
best practices, regulations in EU leading jurisdictions and those practices followe
national monopolies in relation to all forms of responsible gamkrgm July 2007 to Jun
2008, members of the EGBA were subject to a rigorous compliance testing byR&C
Limited where full compliance of the standards is mandatory

© o NGOk WDNE

Further independence and quality to this process was achieved by the appointment
leading audit firm, KPMG, to provide quality assurance on the work conducted by eC The selected @ monopolies cover EU countries. They were picketvgn the high level
Limited. promotion of their responsible gaming standards.

2.  OBJECTIVES AND SCOPE
The objective of this benchmarking study is to highlight the findings where EGBA Me The scope of the study covetset following EGBA standards grouped under 9 principle
are:

Principle 1: Promote Responsible Gambling and Betting

On parwith the practices imemented by national monopoligs Principle 2: KnowourCustomer and Prevent Underage Gambling and Betting
Exceedinghe practices implemented by national monopolies; or Principle 3: Zero Tolerance of Fraudulent and Criminal Behaviour

Requiring further investigation and improvemedrdsed onthe practices implemented b Princple 4: Protect Customer Privacy and Safeguard Information

national monopolies. Principle 5: Prompt and Accurate Customer Payments

Principle 6: Rigorous Independent Assessment of Product Randomness and Fairnes

The EGBA members are subject to regular monitorirtheif operations. Whilst eCOGRA makes its best endeavours no representation or warranty can be given that the operagions of t
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 monopoliesttiug is
an enpirical exercise that attempts:

1. To provide fact based evidence about the levels of consumer protection offere
both private operators and national monopolies.
2. To draw conclusions on current best practices

3.  METHODOLOGY AND APKRGD

LYy 2NRSNJ 2 YSSG GKS 202S00A@Sa 27F GKS
standards was identified where the practices followed by EGBA Members coul
potentially benchmarked against the consumer facing practices of the relevant nal
monopolies.

tKSaS a02y&adzySNJ FI OAy 3¢ aidl yRINR& pubNdand
in particular those directly available to consumers seeking to register and play on an
betting or gaming web site.

The findings included in this report are therefore those that could be assessed by insp
publicly available inform&n. Due to the inherent limitations of performing work in tr
manner, the testing performed was dependent on the completeness and accura
available information. As a result the benchmarking study may not highlight all po:
discrepancies.

4. SUMMARY OF FINDINGS

The table below (table dhdicates thetotal number of EGBA Standandsrsus thenumber of
EGBA Standards that could be assesasdpart of this document i.econsumerfacing
standards. It provides a summary of the results of fimdings for eactEGBA Principlthat

wasassessed-or more information refer to our detailed findings, documented and attac
in the sections below. The detailed findings indicate the following information Eigi
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EUROPEAN GAMING ANMBETTING ASSOCIATIC

Principle 7: Ethical and Responsible Marketing

Principle 8: Commitent to Customer Satisfaction and Support

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

The bermhmarking study was primarily conducted based on manual (desk bz
investigation and research on the practices followed by national monopolies. Repc
of findings was completed on a factual finding basis and all information that could n
inspectedwas disregarded as insufficient or not applicable.

The study was conducted at a point in time and therefore cannot take into acc
changes that may have been affected subsequent to the review period.

The table below (table 2jllustrates per EU monopolythe total number of Member
practiceswhen compared to th&U monopolythat are on par, exceeding or less than tl
practices otthe EU monopoly Reporting of findings was completed on a factual find
basis and all information that could not be inspected obtained was disregarded a:
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4. SUMMARY OF FINDINGS
monopoly.
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insufficient or not applicableFor completeness of reporting the percentagestdndards
relating to insufficient or not applicable findings were included in the table below.

EGBA Standardefers to the EGBA Standard that was assessed. Only those EBBaA &t
that could be assessed by inspecting publicly available information were included i Theresults indicate thabn average Member practices ao& par and exceedintpose d

findings of the report.

EUmonopoliesby 67%.4%o0f Member practices were found to Hess tharthe practices

What testing was conducted on Monopolies to compare Monopoly practices with thc implemented by EUmonopolies and 29% of practices were not reported on due t

Members?Refers to the testing performed to corape the practices of the EGBA Membe insufficient information, or as the practice was not applicable.
against those of the monopolies, and has been limited to only indicate the testing perfo
on publicly available informatioimportant note: It did not specify the additional testin:
that is required when practiceare reviewed annually on site at EGBA Members to ve

implementation compliance with the EGBA Standards.

What is the monopoly doingRefers to the results obtained when conducting the point

time testing onpubliclyavailable information from Ebhonopolies.

What are Members doing?Provides an overview of the practices that have be
implemented by EGBA Members to ensure compliance with the EGBA Standard.

EGBA Principle

Principle 1: Promot&esponsible Gambling and Betting
Principle 2: Know ourCustomer and Prevent Underage
Gambling and Betting

Principle 3: Zero Tolerance of Fraudulent and Criminal Behavi
Principle 4: Protet Customer Privacy and Safeguard Informatic
Principle 5: Prompt and Accurate Customer Payments
Principle 6: Rigorous Independent Assessment of Product
Randomness and Fairness

27
14

16

18
28

TotalNr of EGBA Total Nr of EGB£ % of EGBA % of Member % of Member % of Member
Standards

Standards Standards practiceson par practices practicesless
Reviewed Reviewed with monopolies exceedinghose than those of
of monopolies monopolies

18 67% 44% 2% 2%

9 64% 38% 22% 17%

5 31% 14% 14% 0%

4 44% 60% 12% 0%

5 28% 50% 18% 8%

2 7% 0% 5% 0%
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EGBA Principle TotalNr of EGBA Total Nr of EGB/ % of EGBA
Standards Standards Standards
Reviewed Reviewed
Principle 7: Ethicalnd Responsible Marketing 10 4 40%
Principle 8: Commitment to Customer Satisfaction and Suppol 7 3 43%
Principle 9: Responsible Practices Underpinned by a Safe, Se 33 9 27%

and Reliable Environment

Tablel
EUMonopoly Francaise = Pari Mutuel ~ Svenska = AB Trav och West Lotto Lotto
des Jeux Urbain Spel Galopp Bayern
N N
Nr. of Member practiceen par with thoseof 39% 36% 49% 39% 54% 53%
monopoly
Nr. ofMember practiceexceedinghose of 34% 35% 24% 27% 14% 10%
monopoly
Nr. of Member practicesn par and 73% 71% 73% 66% 68% 63%
exceedinghose of monopoly
Nr. of monopoly practicesxceedingVlember 7% 1% 3% 4% 204 8%
practices.
Insufficient informationto draw conclusion 13% 19% 2204 20% 20% 19%
N/A 7% 9% 2% 10% 10% 10%
Table 2
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% of Member
practices

with monopolies exceedinghose
of monopolies

70% 20%
53% 47%
51% 21%

Veikkaus = Dankse Spil

H-

53%
15%
68%
5%

17%
10%

41%

22%

63%

5%

27%
5%

De Lotto

36%

27%

63%

3%

24%
10%

% of Member
practicesless
than those of
monopolies
0%
0%
0%

Jogos Santa
Casa

34%
31%
65%
0%

25%
10%
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The diagram below (figer 1) illustrates a comparison of thtal number ofstandards The diagram belowfifure 2 illustrates the total percentage of Member practices that ¢
where EGBA Mebers are on par and exceeding the practices of monopagainstthe on par, exceeding or less than the practices of monopolies for the totahber of
total number ofstandardswhere the monopdés practices are exceeding the practices standardgested forall EGBA principles

EGBA Memberdhe results indicate thdor the comparablestandardstested forall EGBA

principkes the entity (Member or monopolyyhich has implemented the most controls =~ When the results across all monopolies are totalled dér EGBA principleshe results

35
30
25
20
15
10

32 31 31
29

25
23 23 24

65

Francaise Pari  Svenska ABTrav  West Lotto Veikkaus Dankse Delotto Jogos
desJeux Mutuel  Spel och Lotto  Bayern Spil Santa
Urbain Galopp Casa

H Nr. of Member practices on par with those of monopoly

@ Nr. of Member practices exceeding those of monopoly

M Nr. of monopoly practices exceeding Member practices.

indicate that 67% of Member practices are on par and exceeding the practi
implemented by monopolie24%of theY 2 y 2 Lidrfactic®sivizre found to be less the
the practices implemented by Members in comparisondfd of Member practices thai
were found to be less than the practices implemented by the monopolies.

B Member practices on par
with those of monopoly

B Member practices exceed
those of monopoly

B Member practices less
than those of monopoly

B [nsufficient information to
draw conclusion

HN/A

Figurel

Figure2
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Principle 1: Promote Resporlsilisambling and Betting

The EGBA Members are committed to promoting socially responsible gambling and betting, and working with customers, emgloglesant industry stakeholders to help mane
and control problem gambling. EGBA Members will enduaie groper controls are established, implemented, and enforced, and that gambling and betting takes place in a res
gaming and betting environment.

The diagram below (figer 3) illustratesa comparison of theotal number of standards The diagram belowfigure 4 illustrates thetotal percentage of Member practices that al

where EGBA ®mbers are on paand exceeding the practices of monopqliagainstthe

total number ofstandardswhere the monopoliepracticesare exceeding the practices ¢
EGBA Memberdhe results indicatthat for the comparablestandardstested forPrinciple
1: Pomote responsible gambling and bettirthe entity (Member or monopolyvhich has

implemented the most controls

16
14
12
10

[ B LS T = = I o5

14

12 12
11 11

77

11 1 1

Francaise Pari  Svenska ABTrav  West Lotto Veikkaus Dankse Delotto Jogos
desJeux Mutuel  Spel och Lotto  Bayern Spil Santa
Urbain Galopp Casa

HE Nr. of Member practices on par with those of monopoly

M Nr. of Member practices exceeding those of monopoly

M Nr. of monopoly practices exceeding Member practices.

0] 0] 0] 00 0] 0] 0]

on par, exceeding or less than the ptiges of monopolies for the total number ¢
standardgested forPrinciple 1: Promote Responsible Gambling and Betting

When the results across all monopolies are totalled Fonciple 1: Promote Responsit
Gambling and Bettingthe results indicate tht 73% of Member practices are on par an
exceeding the practiceBnplemented bymonopolies.29% of the monopolie€practices
were found to be less than the practices implemented by Members in comparis2# af

Member practices that were found to be leghan the pracices implemented by the
monopolies

B Member practices on par
with those of monopoly

B Member practices exceed
those of monopoly

B Member practices less
than those of monopoly

B [nsufficient information to
draw conclusion

HN/A

Figure3

Figure 4
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Principle 2: KnowourCustomer and Prevent Underage Gambling and Bet

The EGBA Members will seek to implement all reasonable measures that prevent underage individuals from acedsisigegagd betting products. EGBA Members will ensure tl
measures address appropriate age verification and kgour-customer controls, and with help from industry stakeholders and governments, continuously improve the coverage

and effectivenes of realtime verification.

The diagram below (figure)Sllustrates a comparison of thtal number ofstandards The diagram below (figure) Gllustrates the total percentage of Member practices that ¢
where EGBA Members are on par and exceeding the practices of monopgdiEstthe on par, exceeding or less than the practices of monopolies for the total numbe
total number ofstandardswhere themonopoliespracticesare exceeding the practices ¢ standardstested forPrinciple 2: KnowourCustomer and Premnt Underage Gambling an
EGBA Membershe results indicate thdor the comparablestandardstested forPrinciple Betting

2: KnowYourCustomer and Prevent Underage Gambling and Betthe entity (Member

or monopoly)which has implemented the most ctols.

When the results across all monopolies are totalled Foinciple 2: KnowourCustomer
and Prevent Underage Gambling and Bettithg results indicate tha®60% of Member
practices are on par and exceeding the practiceglemented by monopolie22% of the

M Nr. of Member practices on par with those of monopoly
@ Nr. of Member practices exceeding those of monopoly

i Nr. of monopoly practices exceeding Member practices.

Francaise Pari  Svenska ABTrav  West Lotto  Veikkaus Dankse Delotto
desJeux Mutuel Spel och Lotto  Bayern Spil
Urbain Galopp

monopolie€practices were found to be less than the practices implemented by Mem
in comparison tol7% of Member practices that were found to be less than the practi
implemented by the monopolies.

B Member practices on par
with those of monopoly

B Member practices exceed
those of monopoly

B Member practices less

logos than those of monopoly

Santa

Casa B [nsufficient information to

draw conclusion

HN/A

Figure 5

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

The EGBA Members will not tolerate fraud or criminal behaviour, and strict security measures and gaming supervisiomplgithbeted and enforced to prevent fraudulent activity €
any transactions suspected of being potentially connected to money laundering or other criminal activity.

The diagram below (figure) dllustrates a comparison of the total number standards The diagram below (figure) 8llustrates the total percentage of Member practices that ¢
where EGBA Members are on par and exceeding the practices of mle®pagainst the on par, exceeding or less than the practices of monopolies for the total numbe
total number ofstandardswhere the monopolies pactices areexceeding the practices ¢ standardgested forPrinciple3: Zero Tolerance of Fraudulent and Criminal Behaviour
EGBA Members. The results indicate tfaatthe comparablestandardstested forPrinciple

3: Zero Tolerance of Fraudulent and Criminal Behaytherentity (Member or monopoly) When the results across all monopolies are totalled foimciple3: Zero Tolerance ¢

which has implemented the most controls

Fraudulent and Criminal Behaviouhe results indicate tha28% of Member pratices are
on par and exceeding the practices implemented by monopolié% of the monopolie®

M Nr. of Member practices on par with those of monopoly
@ Nr. of Member practices exceeding those of monopoly

i Nr. of monopoly practices exceeding Member practices.

2,5 practices were found to be less than the practices implemented by Member
P P comparison to0% of Member practices that were found to be less than the practi
2 implemented by the monopolies.
1,5
11 1 1 1 11 1 1 1 B Member practices on par
1 .
with those of monopoly
0,5 B Member practices exceed
00 |Moo0 0| oMo oo Moo 0| oo oo | oo those of monopoly
0 B Member practices less
Francaise Pari  Svenska ABTrav  West Lotto Veikkaus Dankse Delotto Jogos than those of monopoly
desJeux Mutuel  Spel och Lotto  Bayern Spil Santa
Urbain Galopp Casa B Insufficient information to

draw conclusion

HN/A

Figure 7

Figure 8
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Principle 4: Protect Customer Privacy and Safeguard Informi
EGBA Members will ensure that the privacy and confidentiality of all customer information submitted at any point in taimgaisiexd and remais protected from unauthorised c
unnecessary disclosure.

The diagram below (figur8) illustrates a comparison of the total number standards The diagram below (figurgQ) illustrates the total percentage of Member practices that ¢

where EGBA Members are on par and exceeding the practices of monopolies, agail on par, exceeding or less than the practices of monopolies for the total numbe

total number ofstandardswhere the monopoliespracticesare exceeding the practices ¢ standardgested forPrinciple 4: Protedfustomer Privacy and Safeguard Information

EGBA Members. The results indicate tfatthe comparablestandardstested forPrinciple

4: Protect Customer Privacy and Safequard Informatioe entity (Member or monopoly) When the results across all monopolies are totalled fomnciple 4: Protect Custom

which has impleranted the most controls Privacy and Safeguard Informatiothe results indicate that2% of Member practices are
on par and exceeding the practicesplemented by monopoliesl2% of the monopolie§
practices were found to be less than the practices implemented by Member
comparison to0% of Member practices that were found to be less than the practi
implemented by the monopolies.

Figure9 Figurel0
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