A 7

\.\«‘iﬁ.

(@

Internal Affairs
Te Tari Taiwhenua

Online Casino
Gambling:

Harm prevention
and minimisation

Legislative Guidance

July 2026

New Zealand Government
Te Kawanatanga o Aotearoa



Contents

Harm prevention and minimisation legislative gUidance........ccccoeeevieeiieeiieeiiieiieeeeceeeeeceeeee, 3
GENEIAI BUILANCE .vvvvviviieiieiiiiiiieeteeeteeereeereeeraeereaeraesraarraearaasraasssssrassssssssasssssssssssssrssssnssrsssrnrsrnnes 4
[ T A =1 o o 1 V=N 5
Breaks-in-play, time-outs and POP-UP @lerts .....cooeevieeiieeiieiiieeieeeee e 7
Y= = (ol [V [ o PSPPSR 8
L000Y 01U [0 01T G 8] o oL o P 10
Problem gambling personnel requiremMents.......cccccceeeeiiiiiii 10
Addressing problem gambliNg . ..o 11
Restriction on loyalty programmes ........cooooeiiiiiiiii 12
Restriction oNn iNAUCEMENTS. ......coiiiiiiiiiiee e e 12

Restriction on network progressive jackpots, online slot games, autoplay and addictive game
FEATUIES .t e e e e e e e e e e s n b — e e aaaeeeea e ararreeaaeeeeaaaans 14

A



Harm prevention and minimisation legislative
guidance

The following guidance relates to Part 2 Harm Prevention and Minimisation Regulations (5-
14) and Minimum Standards (5-10).

Definitions in the Act

e gambling platform means 1 or more of the following through which a person
conducts online casino gambling:
(a) an application
(b) aninternet site
(c) another electronic medium

e problem gambler means a person whose gambling causes harm or may cause harm.

Definitions in Regulations

e autoplay in relation to a game on a gambling platform, means a technological
function that allows a customer to automatically initiate a sequence of bets without
customer control.

e break-in-play in relation to a gambling platform, means a feature that stops a
customer from gambling by allowing the customer, before play, to set a suspension
of play for a particular period after continuous play for a set duration.

e poker game means a game in which—
(a) players place bets into a pool in 1 or more betting rounds; and
(b) the outcome of each hand is determined by comparing card combinations
according to pre-determined rankings; and
(c) the winner is paid from a pool that players contribute to.

e pop-up in relation to a gambling platform, means an alert to a customer referred to
in regulation 6.

e network progressive jackpot in relation to a game on a gambling platform, means a
jackpot for which players can contribute to the jackpot amount through linked
platforms.

e spend means the total amount of money bet, paid, or staked by a customer on a
gambling platform, including any previous winnings that have been used for online
casino gambling.

e time-outin relation to a gambling platform, means a feature that stops a customer
from gambling by allowing the customer to suspend their access to gambling for a set
duration.
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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.

Easy to complete

Customers should not be required to undertake any unnecessary steps to complete the task.
The process should be as straightforward as, or easier than making a deposit and other
revenue-generating processes.

Excluded customer
Refers to a customer who has been excluded by the operator (refer to regulation 11) or
chosen to self-exclude (refer to regulation 8).

Periods of time
A 24-hour period begins at the time a request is made.

For example:

If a customer sets a limit at 10:51pm on a Monday and requests an increase to that
limit at 11pm on the Monday, the platform must not give effect to the limit increase
until 11pm on Tuesday.

Time-outs vs self-exclusion
Both time-outs and self-exclusions restrict access to gambling for a period of time, but they
differ in flexibility and obligations:

e Time-outs are usually shorter and more flexible; they can be reduced or ended early
(24-hours after a request is made). Operators may still communicate with the
customer, and the customer may continue to participate in a loyalty or VIP
programme.

e Self-exclusions are more restrictive and last for an agreed period. Operators are
required to cease all marketing and promotional communications and exclude
customers from loyalty or VIP programmes. The only communications an operator
may undertake with a player are those that are legally required (for example,
responding to a complaint).
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Limit setting

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 5:

Limits on gambling time, deposits and spend set out in the Online Casino Gambling
Regulations 2026 and Minimum Standard 5(3).

Regulation 5(1)

A daily basis can either refer to a 24-hour period or a singular day. For example: limits can be
set for a 24-hour period (10pm Tuesday to 10pm Wednesday) or they can be set for an
individual day (12am Tuesday to 11.59pm Tuesday). It is the responsibility of the operator to
inform the customer about how this timeframe is defined on their platform when that
customer is choosing to set a limit.

Regulation 5(1)(a)

Duration of play can be defined by the operator, we recommend the period beginning when
a customer places their first bet, pays, or stakes consideration after logging into their
account and ending when the customer either logs out or is logged out of their account. It is
the responsibility of the operator to inform the customer about how this timeframe is
defined on their platform when that customer is choosing to set a limit.

Regulation 5(1)(b)

Operators should ensure customers are clearly informed about how deposit limits are
calculated and applied on their platform. It is recommended that operators calculate deposit
limits as the total amount deposited by a customer into their account (gross deposits), as
this aligns with internationally recognised standards.

For example:

e If a customer sets a monthly limit of $200, and makes the following transactions
within the month:

o Deposit: $100 on day 1
o Withdraw: $50 on day 14
e Their remaining gross deposit limit would be $100:
o Total deposit limit for the month: $200
o Total deposits made in the month: $100
o Remaining limit = $200 - $100 = $100 remaining

Regulation 5(2)(b)

We recommend offering customers with options on how they want to receive monthly
prompts to set limits. Options for monthly prompts may include, but are not limited to push
notifications, pop-up notifications, or email.
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Regulation 5(3)
For the avoidance of doubt, the regulations allow a customer to decrease a set limit at any
time, without delay.

Minimum Standard 5(3)
When a customer sets multiple limits, the operator must apply the lowest limit requested by
the customer.

For example:

e If a customer sets a deposit limit of $10 per day and a maximum deposit limit of $50
per week:

o the operator must ensure that the customer does not deposit more
than $10 within any 24-hour period and does not exceed a total of $50
within a seven-day period. Once the customer reaches the S50 weekly
limit, the operator must prevent any further deposits until the
seven-day period ends.

e If a customer sets a deposit limit of $20 per day and a maximum deposit limit
of $15 per week:

o the operator must ensure that the customer does not deposit more
than $15 every 7 days even though they have a higher per day limit.
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Breaks-in-play, time-outs and pop-up alerts

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 6:
Breaks-in-play, time-outs and pop-up alerts set out in the Online Casino Gambling
Regulations 2026.

Regulation 6(1)(a) & (b)

During a break-in-play and a time-out, the customer can still access the operator’s platform
but must not be able to initiate gambling, deposit money, or place bets. The key differences
between breaks-in-play and time-outs are as follows:

e A breakin play only occurs when a customer is actively gambling on an operator’s
platform and is by nature fairly short in duration (minutes or hours).

e Atime-out prevents a customer from initiating gambling on an operator’s platform.
By nature, it is longer in duration than a break in play (at least 24 hours, but up to 3
months duration).

Regulation 6(1)(c)

The difference between these tools is that a break-in-play and a time-out actively stop a
customer from gambling for a period of time, whereas pop-up alerts are informative, but can
be closed when acknowledged by the player.

Regulation 6(2)

In order to provide a range of time intervals for the duration and frequency of breaks-in-
play, time-outs, and pop-up alerts the gambling platform should provide at least three
meaningfully different options for each.

Regulation 6(3)(a)(i) and 6(3)(c)(ii)
A period of continuous play begins when the customer places their first bet, pays, or stakes

consideration. The period resets after the customer logs out or is logged out by the operator
under minimum standard 11(4), or a break in-play occurs, or a pop-up-alert is triggered.

For clarity:

e apop-up alert being triggered within the time period set for a break-in-play does not
reset the timing of when the break-in-play will occur.
o likewise, a break in play does not reset or change the timing of a pop-up alert.

Regulation 6(3)(a)(ii) and 6(3)(c)(i)

A further example of “an appropriate phase of the game” is after all money or money’s
worth that has been staked or won has been either lost, paid out to the customer, or
otherwise made available for the customer to collect.
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Regulation 6(7)(b)

We recommend offering customers options on how they want to receive monthly prompts
to set breaks-in-play, time-outs, or pop-up alerts. Options for monthly prompts may include,
but are not limited to push notifications, pop-up notifications, or email.

Self-exclusion

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 8:
Self-exclusion from gambling platform set out in the Online Casino Gambling Regulations
2026 and the Minimum Standards.

Regulation 8

A self-exclusion is a formal process where a customer requests an operator to suspend their
access to gambling and cease communication with the customer. Operators are required to
make self-exclusion readily accessible on the gambling platform to customers. Customers
who choose to self-exclude can log-in to their account but must not be able to initiate
gambling, deposit money, or place bets.

Regulation 8(1)(a)

Where an operator is licensed to operate more than one gambling platform, they must, at a
minimum, offer customers the ability to self-exclude on a per-platform basis. We strongly
encourage these operators to also offer customers the ability to self-exclude on a per-
operator basis across all gambling platforms they are licensed to operate.

Regulation 8(1)(b)
Operators must provide customers with the ability to set their own self-exclusion period
including an indefinite period of time.

e We recommend enabling a minimum self-exclusion period of at least 24-hours.
e We recommend providing customers with a free text box to allow them to specify
how long they wish to be self-excluded.

e If a customer chooses to self-exclude for an indefinite period of time the operator
must exclude them permanently. A self-exclusion for an indefinite period of time is
considered a lifetime exclusion and cannot be undone for any reason and should be
made clear to a customer in the terms and conditions of self-exclusion.

Regulation 8(1)(e)

Operators must ensure customers are able to make informed decisions when considering
self-exclusion. Terms and conditions of a self-exclusion must be clearly specified and must
include the consequences of self-exclusion including that:

e customers cannot gamble during this time;
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e the exclusion period cannot be reduced once set;

e the operator may only communicate with an excluded customer where legally
required, or after the exclusion period has ended and the customer has made a
deliberate decision to return to gambling and a further 24 hours have passed.

e atthe end of the exclusion period, before returning to gambling, a customer must
make a deliberate decision to return to gambling by:

o actively accessing their account
o acknowledge available gambling support services and
o confirm their intention to resume gambling.

e An operator must wait 24 hours after a person has made a deliberate decision to
return to gambling before allowing them to participate in online casino gambling.

Operators may apply additional terms and conditions beyond these requirements, such as
requiring customers to set limits or access counselling before returning to gambling. Any
additional terms and conditions set by the operator must be clearly specified to the player
before they complete the process for self-exclusion.

Regulation 8(2) and (3)(a)
Examples of where an operator may need to communicate with an excluded customer to
comply with its legal obligations include, but are not limited to:

e If an operator is unable to return uncommitted customer funds using a method
specified in regulation 21 subclause (3)(c), the operator may communicate with the
excluded customer to inform them of the remaining funds.

o Acknowledging and responding to a complaint submitted by an excluded customer, in
accordance with regulation 24 subclause (5) and (6).

Examples of prohibited communications include, but are not limited to:
e Administrative communications, such as requests to update contact information.

e Offering inducements or encouraging a return to gambling, including proactively
notifying someone that their self-exclusion has ended.

Regulation 8(3)(b)(ii) and (iii)

While an operator is prohibited from proactively communicating to an excluded customer
that their exclusion period has ended, this does not prohibit the operator providing (e.g.
accessible by search) functionality on the gambling platform for a customer to complete the
steps required to make a deliberate decision to return to gambling.
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Minimum Standard 7(1)

Operators must consider their obligations under the Privacy Act when establishing and
maintaining an accurate and up-to-date register of customers who have self-excluded,
particularly if they operate more than one gambling platform. The register must not be
publicly available.

Consumer support

The following guidance relates to the Online Casino Gambling Minimum Standards, Standard

(8).

Minimum Standard 8

For the avoidance of doubt live customer support can be provided and monitored by Al or a
person. It must be available and capable of responding in real time, 24-hours a day. If an
operator uses Al to interact with customers through the live support functionality, we
recommend you consider how and when escalation may need to occur to personnel trained
in accordance with Regulation 10.

Problem gambling personnel requirements

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 10:
Personnel requirements set out in the Online Casino Gambling Regulations 2026.

Regulation 10(a)

The level of understanding required for each legislative requirement will vary depending on
an individual’s role. For example, personnel working in marketing would be expected to have
a high level of understanding of Regulations 38-45, which relate to advertising, but would
not necessarily require the same level of understanding of Regulation 11, which addresses
problem gambling. Conversely, customer support representatives would be expected to
have a strong understanding of Regulation 11.

Regulation 10(b) and (c)

Certain roles, for example, VIP hosts, customer support representatives and game
presenters have a direct influence on player well-being. Operators should focus attention on
such employees to ensure their training is effective to identify and assist customers who may
be experiencing harm. Operators should regularly assess individual employees’
understanding of the policies and procedures for identifying and assisting problem gambling
and any identified gaps should be promptly addressed.
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Addressing problem gambling

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 11:
Addressing problem gambling set out in the Online Casino Gambling Regulations 2026.

Regulation 11(1)
If an operator has reasonable grounds to believe a customer is a problem gambler, they
must inform them of this.

Regulation 11(1)(a)
The statement should include personalised information that is relevant to the individual.

For example:

e The steps an operator has taken in accordance with Regulation 9 as they relate to
the individual, including a summary of the customers information that indicated
problem gambling behaviours.

e An operator may also have reasonable grounds to believe that a customer is a
problem gambler based on customer service interactions. This may include
situations where a customer expresses financial or emotional distress, uses
language associated with gambling-related harm, or exhibits indicators of
vulnerability such as bereavement or job loss.

Regulation 11(1)(b)(i)
It is recommended that operators provide information on help services based in New
Zealand.

Regulation 11(1)(b)(iii)

In addition to giving information to customers about safer gambling tools provided by the
operator, operators should also provide links to external resources, such as financial
management tools and resources.

Regulation 11(2)

An operator is likely to have reasonable grounds to believe that a customer is still showing
signs of problem gambling where the behaviour that led to the provision of information
under Regulation 11(1) has persisted or escalated.

Regulation 11(5)

Operators must exclude the customer and return any uncommitted customer funds within
24 hours of notifying the customer of the decision to exclude them. It is expected that the
operator will take all reasonable steps to process the exclusion and return any uncommitted
funds as soon as the written notice has been provided to the customer.
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Regulation 11(6)
Refer to guidance provided for Regulation 8(2) and (3).

Restriction on loyalty programmes

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 12:
Restriction on loyalty programmes set out in the Online Casino Gambling Regulations 2026.

Regulation 12(1)
Examples of rewards, benefits, enhanced services, or other incentives to participate in
gambling other than online casino gambling include but are not limited to:

e account credit for a land-based casino, class 4 venue or racing/sports betting.
e rewards that incentivise attendance at a venue where gambling other than online casino
gambling is conducted.

Regulation 12(3)

Participation in a loyalty programme means to earn or redeem rewards, benefits, enhanced
services, or other incentives based on online casino gambling activity. Exclusion from
participating in a loyalty programme does not mean a customer should lose any reward or
benefit previously earned.

Restriction on inducements

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 13:

Restriction on inducements set out in the Online Casino Gambling Regulations 2026.

Regulation 13(1)(b)
Customers must be allowed to withdraw any funds they have won as a result of using an
inducement. Operators cannot require these customers to reinvest inducement winnings.

For example:

e If a customer accepts an inducement offer of free spins for creating an account on
the operator’s platform, any winnings they receive as a result of those free spins
must be able to be withdrawn at any time.
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Regulation 13(1)(d)

These inducement restrictions limit the monetary value of each individual inducement that
may be offered. For avoidance of doubt, they do not limit the number of inducements that
an operator is permitted to offer a customer.

Regulation 13(1)(d)(i)
If an inducement does not require a customer to spend money (e.g. creating an account),
the value of the inducement must be less than $100.

For clarity, this limit applies only to the value of the inducement itself and does not cap the
amount a customer may win as a result.

For example:

e |f an operator offers an inducement of 100 free spins, the bet amount for each
spin must be $1 or less. However, the customer may still win more than $100
from those spins.

Regulation 13(1)(d)(ii)

If an inducement requires a customer to spend money (e.g. place a bet), the value of the
inducement must be the lesser of $100 and 200% of the money spent. For example, if a
customer bets $25, the inducement value for placing this bet must be no more than $50
(200%), if the bet was $60 the inducement value would be capped at $100.

Regulation 13(2)

The regulation prohibits inducements being able to be used for anything other than online
casino gambling (e.g. another form of gambling, other services or products), but does not
prohibit cross-promotion of different online casino gambling platforms that the operator is
licensed to operate (e.g. an inducement earned on online casino A, for use on online casino
B).

Regulation 13(3)

60 days refers to 60 full calendar days. If the inducement is accepted partway through a day,
the 60-day period does not begin until 12:00 AM on the following day.
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Restriction on network progressive jackpots,
online slot games, autoplay and addictive
game features

The following guidance relates to Part 2 Harm prevention and minimisation, Regulation 14:
Restriction on network progressive jackpots, online slot games, autoplay and addictive game

features set out in the Online Casino Gambling Regulations 2026 and Minimum Standard 10.

Regulation 14(1) and (2)

For clarity, this means that network progressive jackpots may only be contributed to by
customers in New Zealand. However, this restriction does not apply to online poker allowing
for international liquidity of poker.

Regulation 14(3)(a)

The operator must not offer functionality which facilitates playing multiple slot games on a
gambling platform at the same time. However, operators are not required to enforce this
restriction across different licensed platforms they may operate.

Regulation 14(4)
Features or designs that are considered to encourage excessive, continuous, or impulsive
gambling include:
e Features such as:
o turbo
o quick spin
o slam stop
o automatic rebuys.

e Written or audiovisual information that could reasonably be expected to encourage a
greater likelihood of these behaviours.

This is not intended to be an exhaustive list but to illustrate the types of features the
requirement is referring to.

Minimum Standard 10(6)
Operators are required to ensure their customers can track the passing of time when using
their platform, for example operators could consider:

e displaying a clock showing the time in New Zealand on the platform, or
e displaying a timer showing how long a customer has spent on the platform, or

e ensuring the time on a customer’s device is visible when accessing the gambling
platform.
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