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Consumer protection legislative guidance

The following guidance relates to Part 3 Consumer Protection, Regulations (15-37) in the
Online Gambling Regulations 2026 and Minimum Standards (10, 11, 13, 14, 15 & 17).

Definitions in the Act

e gambling platform means one or more of the following through which a person
conducts online casino gambling:

o an application
o aninternet site
o another electronic medium

Definitions in Regulations

e credit has the same meaning as in section 6 of the Credit Contracts and Consumer
Finance Act 2003

e credit contract has the same meaning as in section 7 of the Credit Contracts and
Consumer Finance Act 2003.
e prohibited customer behaviour, in relation to online casino gambling, means —

o cheating; or
o collusion; or
o using technology to automate participation on a gambling platform

e online gambling profits has the same meaning as in section 12T of the Gaming Duties
Act 1971.

General guidance

Easy to access/readily accessible on the gambling platform

Customers should be able to access the information or tool quickly and without effort. It
should not require unnecessary searching, navigating through multiple menus or completing
any other unnecessary steps. Access should be at least as simple and direct as performing
gambling-related actions on the platform, such as making a deposit.
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Creating and accessing a customer account

The following guidance relates to requirements for the creation and access to a customer
account set out in Part 3 Consumer Protection, Regulations 15 — 17 and Minimum Standards
11 & 12.

Operators must collect key customer details and verify identity and age before activating
accounts. Access is only allowed once checks are complete and the operator must confirm
the account holder’s identity each time the account is used. We recommend operators
consider using the Customer Due Diligence (CDD) checks they are required to undertake as a
reporting entity under the Anti-Money Laundering and Countering Financing of Terrorism
Act 2009 (AML).

Requirements for collecting information about customer identity

Regulation 15(a)

In addition to collecting a customer’s full name and date of birth, operators should consider
what other information may need to be requested to comply with both their obligations as a
reporting entity under the Anti-Money Laundering and Countering Financing of Terrorism
Act 2009 and identity verification under Regulation 16.

Regulation 15(b)

To determine whether a customer is excluded from gambling on a gambling platform that
the operator operates, an operator should ask the customer to confirm at account creation
that they are not excluded. To verify this information, the operator should check the
exclusion register they are required to maintain under Minimum Standard 7 to ensure the
customer is not self-excluded from the platform.

Verification requirements

Regulation 16

Operators must be satisfied they know who the customer is and that the customer is over 18
years old. This is applicable for all customers who hold an account or wish to create an
account on the operator’s platform. The New Zealand AML-CFT Identity Verification Code of
Practice 2026 is an example of best practice for identity verification, including the use of
biometrics. The New Zealand Privacy Commissioner has also provided a code dealing with
biometrics processing: Biometrics Processing Privacy Code 2025.
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Access requirements

Regulation 17(2) and Minimum Standard 11(1)

At any time before granting access to an account, the operator must verify that the person is
the holder of the account. To verify that the person is the account holder, the minimum
standard requires authentication via at least a unique identifier and password.

A unique identifier refers to a value that uniquely distinguishes one customer from all
others.

For example:

Username, email address or phone number.

Operators can provide alternative authentication methods.
For example:

Biometric identification or PIN as long as they provide at least the same level of
security as the combination of a unique identifier and password.

Minimum Standard 11(3)

In addition to requiring authentication via at least a unique identifier and password (or
alternative), an operator must give customers the option to use multi-factor authentication
at login and to govern other sensitive activities (e.g. registering new deposit or withdrawal
method or resetting passwords).

Minimum Standard 12(2)
The requirement for operators to detect customers’ locations applies at customer log-in.
This is not a continuous requirement while a customer is logged into their account.

Minimum Standard 12(3)

Where virtual private networks, proxies, or similar technologies are detected and the
operator cannot otherwise confirm that the person accessing the platform is located in New
Zealand, the operator must prevent access to the platform.
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Payment, deposit and withdrawal methods

The following guidance relates to requirements for payments, deposits and withdrawal
methods set out in Part 3 Consumer Protection, Regulations 18, 20 & 21.

Prohibition on credit contracts and specified payment methods

Regulation 18

Cryptocurrency is not prohibited by regulations. If an operator chooses to offer
cryptocurrency as a payment method, they must ensure they maintain compliance with New
Zealand legislative requirements, including the Anti-Money Laundering and Countering
Financing of Terrorism Act 2009.

Regulation 18(1)(a)
For the avoidance of doubt, debit cards are permitted under this regulation and are not
considered prohibited.

Regulation 18(1)(b)(i)

This regulation applies specifically to the payment method. While customers may hold a
single account covering multiple forms of gambling, they are not permitted to use proceeds
from one form of gambling to participate in online casino gambling offered by the operator
(e.g. credits earned from land-based gambling cannot be used to place bets on the
operator’s online casino gambling platform). This does not restrict a customer from using the
same debit card for both online casino gambling and other forms of gambling.

Customer accounts and withdrawal of funds

Regulation 21(1)(c)
Play history is a complete log of the customer’s activity on the gambling platform. This may
include information about:

e deposit and withdrawal history, and current balance;

e method and source of funds used for transactions;

e date and time of previous login;

e gaming event and transaction history (game session outcomes and game
transactions) including the date and time of past and current bets, and the date and
time at which past bets were settled, and information about current bets;

e total monies wagered for session and/or period of time; and

e total monies won or lost for session and/or period of time.
We recommend operators consider how recent the event is when determining what a
customer must do to access information.
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For example:

Transactions from up to six months ago should generally be available on the
platform to be considered readily accessible, whereas transactions from five years
ago may reasonably require the player to submit a request to the operator.

In making these determinations, we recommend using customer experience
feedback as a guiding factor.

Regulation 21(2)

Terms and conditions cannot be placed on the withdrawal of uncommitted funds held in a
customer’s account. However, on a game-by-game basis, terms and conditions may be
placed on the withdrawal of winnings if they are not oppressive, unreasonable or in breach
of reasonable standards of industry practice.

For example:
Where an online poker tournament is being held, a player may be prohibited by
terms and conditions from withdrawing any winnings until the end of the poker
tournament.

Regulation 21(3)(b) and (5)

Operators must complete customer withdrawals and return funds as soon as possible after
the withdrawal request is made. Where a withdrawal does not have immediate effect, the
operator must be able identify a legitimate reason for the delay (e.g. meeting obligations
under the Anti-Money Laundering and Countering Financing of Terrorism Act 2009).

Regulation 21(3)(c)

Operators are required to return funds via the customer’s registered payment deposit
method. If this is not possible (e.g. the deposit method is connected to a closed bank
account), the operator may return the funds using the customer’s registered withdrawal
method or alternative withdrawal method provided by the customer (e.g. an active bank
account number).

Regulation 21(6)

An example of reasonable steps is an operator using the available contact channels to
communicate with the customer and making it easy for the customer to respond to the
operator with an alternative payment withdrawal method.
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Clear useful information

The following guidance relates to consumer protection requirements for clear useful
information set out in Part 3 Consumer Protection, Regulations 19, 22 & 23 and Minimum
Standards 10, 11 & 13 - 15.

Prohibition on misleading practices

Minimum Standard 13(4)

To support informed decision-making, operators should consider explaining what return to
player (RTP) means in plain language. Where a game offers multiple theoretical return to
player (RTP) configurations, operators must clearly communicate which RTP applies to the
version of the game being played.

RTP information must remain consistent throughout a customer’s session and not be altered
while the game is in progress. For games that include an element of skill, the published RTP
should be based on a defined theoretical strategy that is both disclosed and reasonably
achievable by a customer.

Provision of information to customers

Regulation 22(3)(a)

Rules of games that explain the applicable terms governing play must be readily accessible
prior to placing a bet and may be provided through “game rules”, “help” or “how to play”
pages. In addition to the requirements set out in Regulation 22(3)(b), operators should
consider providing the following additional explanatory content:

e the name of the game.

e instructions on how to interact with and participate in the game.

e clear descriptions of what constitutes a winning outcome.

e indicate any restrictions on play or betting (e.g., play duration limits, maximum wins).
e the monetary value (in NZD) of any non-monetary prizes.

e any other information on elements that will affect play (e.g., the number of decks or
frequency of shuffles in virtual card games, the method of in-game betting) or results
(e.g., how progressive jackpots work, number and kind of tokens to be collected to
enter a bonus round, the rules and behaviour in a bonus round, the procedures for
confirming the results).

e clear descriptions of when certain outcomes, prizes or features are only available
under limited circumstances.

Minimum Standard 10(2)

If different odds are offered, operators need to provide a pop-up or suitable alternative
before the game is played to ensure this difference is clearly communicated to customers.
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Interpreter assistance

Regulation 23(c)

Operators may use a mix of human and technological solutions in providing interpreter
assistance, but must ensure the assistance results in clear, accurate and fair communication
We would expect that, where a customer is exhibiting signs of experiencing gambling harm,
a human interpreter is made available.

It will only be “not reasonably practicable” to provide interpreter assistance in limited
circumstances, such as where an appropriate interpreter is not available within a timeframe
that allows the interaction to be effectively completed or where the nature of the
interaction is low risk and the operator can otherwise meet its obligations to ensure
customer understanding.

Cost or convenience alone are insufficient to establish that interpreter assistance is not
reasonably practicable.

Complaints process

The following guidance relates to consumer protection requirements for the complaints
process set out in Part 3 Consumer Protection, Regulations 24 — 28.

Regulation 24(1)(a)

Information about how to make a complaint, and how to contact the operator to make a
complaint, must be publicly available and accessible without requiring the customer to log
in.

Regulation 24(1)(c)
Operators must ensure that a complaint is investigated in a fair, transparent, effective and
efficient manner. This means that operators should at least ensure that:

e customers have a reasonable opportunity to present their concerns;

e personnel act independently and have an open mind;

e all relevant information and evidence are considered carefully;

e customers are kept appropriately informed of the progress of the investigation;
e appropriate remedies are available; and

e action is taken without undue delay in the circumstances (noting that section 45(b)(ii)
of the Online Casino Gambling Act 2026 requires a complaint to be investigated and
responded to within 40 working days)

Regulation 24(1)(d)
We consider to regularly review and revise to mean at least annually.
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Prohibited customer behaviour

The following guidance relates to consumer protection requirements for prevention,
deterrence and detection of prohibited customer behaviour set out in Part 3 Consumer
Protection, Regulations 29 & 30 and Minimum Standard 17.

Preventing, deterring and detecting prohibited customer behaviour

Regulation 29
Detection measures may include identifying patterns or indicators of prohibited customer
behaviour.

Examples may include:

e customers who frequently interact with the same players in a way that may
indicate coordinated activity

e customers using the same or linked details (such as address or account
information) while participating in the same game

e patterns of play that are unusual or inconsistent with normal gameplay,
e including behaviours commonly associated with collusion or chip dumping

e unusual gameplay statistics.

As a minimum deterrent, customers should be informed that they may be excluded if they
have engaged in prohibited customer behaviour.

Regulation 29(b)

Operators must ensure that prohibited customer behaviour is investigated in a fair,
transparent, effective and efficient manner. This means that operators should at least
ensure that:

e personnel act independently and have an open mind;

e customers have a reasonable opportunity to present their position;

e all relevant information and evidence are considered carefully;

e customers are kept appropriately informed of the progress of the investigation; and

e customers are advised of any adverse findings and given the opportunity to comment
on any adverse findings before any action is taken against them under Regulation

30(3).
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Minimum Standard 17(3)
Relevant activities will vary but may include:

e which customers played at which tables
e the amounts won from and lost to accounts

e game activities to an individual bet/action level.

Exclusion and other actions for prohibited customer behaviour

Regulation 30(3)

Exclusion is not the only action available to operators if they have determined a customer
has engaged in prohibited behaviour. However, when considering alternative responses,
operators should have regard to whether the proposed action will effectively meet their
obligations under Regulation 29 to prevent, deter and detect prohibited customer
behaviour.

Requirements for record-keeping

The following guidance relates to reporting requirements set out in Part 3 Consumer
Protection, Regulations 33 — 35 and Section 46(4) of the Online Casino Gambling Act 2026.

For the purposes of reporting requirements:

e Gaming session time refers to the period beginning when a customer logs into their
account and ending when the customer either logs out or is logged out.

e Active accounts refers to the total number of remote gambling accounts that have
been used by customers to gamble on a gambling platform that the operator is
licensed to operate within the reporting period. These figures do not include closed
or dormant accounts.

Quarterly reporting

Operators will be required to provide quarterly reports to the Secretary. We do not expect
operators to provide a data feed or undertake integration (e.g. APIl) for quarterly and annual
reporting. We will provide an alternative mechanism for submitting the necessary
information to the regulator. The finalised form and reporting requirements will be
confirmed after the auction winners are known.

Section 46(4) of the Act

Operators are required to provide quarterly reporting about their complaints register. This
includes the number of complaints made to the operator within the reporting period and
information referred to in Regulation 28.
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Regulation 33(1)(a)

Operators are required to provide quarterly reporting on the information collected under
Regulation 32. This includes aggregate customer account information, such as total number
of customers, new and active accounts, amounts spent, withdrawals, spend, winnings and

losses.

Regulation 33(1)(b)
Operators are required to provide quarterly reporting on the information about customer
use of the platform. This is likely to include key information such as:

e Aggregated customer account information, including:

o

@)

Total funds held in customer accounts

Use of harm prevention and minimisation tools and information on the
operator’s platform

Gaming session times

Information relating to exclusions, bonuses, inducements and loyalty
programmes.

e Information on transaction amounts (e.g. spend, losses, bet amounts, deposits)

o Aggregated game play metrics
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